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THE  WHITE  HOUSE 
WASHINGTON 

June  2,  1980 


Dear  Secretary  Landrieu: 


As  Chairperson  of  the  Consumer  Affairs  Council  and  on  behalf  of 
President  Carter,  I  am  pleased  to  approve  conditionally  the 
Department  of  Housing  and  Urban  Development’s  consumer  program 
established  under  Executive  Order  12160.  The  Department's  program  will 
play  a  vital  role  in  assuring  that  consumer  interests  will  be  an  integral 
part  of  agency  decisionmaking. 

The  publication  of  agency  consumer  programs  on  June  9  will  mark  the 
culmination  of  several  years  of  work  by  many  capable  and  dedicated 
people  within  and  outside  the  government.  The  contribution  and 
assistance  provided  by  Father  Baroni  and  others  of  your  staff  have 
been  particularly  helpful.  However,  as  Father  Baroni  has  other 
responsibilities  besides  consumer  affairs,  his  position  does  not  fully 
meet  the  rec[uirements  of  the  Executive  Order.  For  this  reason,  my 
approval  is  conditioned  upon  my  finding  in  the  course  of  the  coming 
year  that  this  arrangement  does  not  detract  from  the  effectiveness  of 
the  Department's  program.  I  would  also  like  to  cite  three  particular 
aspects  of  the  HUD  program  which  can  serve  as  models  for  other  agencies. 
These  are  the  system  of  forums  between  consumers  and  agency  decision¬ 
making,  the  Departmental  system  for  handling  consumer  complaints,  and 
the  concurrence  procedures  which  provide  the  consumer  staff  with  the 
opportunity  to  participate  in  decisionmaking. 

With  the  publication  of  each  agency's  final  program,  a  new  phase  of 
our  work  begins.  This  office  will  work  closely  with  you  in  monitoring 
the  effectiveness  of  the  Department's  consumer  program  in  meeting  the 
standards  of  the  Order  and  in  achieving  the  objectives  you  have  set 
for  the  Department.  During  this  time  my  staff  and  I  will  be  available 
to  help  in  any  way  we  can.  I  will  be  reporting  to  the  President  at 
the  end  of  each  fiscal  year  on  government-wide  progress  under  the 
Order,  and  I  am  sure  that  these  reports  will  reflect  considerable  success. 


Thank  you  for  doing  your  part  in  this  ef^rt.  I 
implementing  this  Executive  Order  wiAi^tiake  an  i 
to  consumer  welfare  in  the  United  j9^tes. 


am  confident  that 
rtant  contribution 


Esther  Peterson 

Siiecial  Assistant  to  the  President 
for  Consumer  Affairs 


The  Honorable  Moon  Landrieu 
Secretary,  Department  of  Housing 
and  Urban  Development 
Washington,  D.  C.  20410 
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DEPARTMENT  OF  HOUSING  AND  URBAN  DEVELOPMENT 

Office  of  the  Secretary 

[N-80-1008] 

agency:  hud. 

action:  Final  Consumer  Program. 

EFFECTIVE  DATE:  July  9, 1980. 

SUMMARY:  This  program  was  prepared  in  response  to 
Executive  Order  12160.  It  is  designed  to  indicate  the 
structure  and  operation  of  the  consumer  affairs  organization 
at  HUD  and  to  provide  the  general  public  with  information 
about  the  Department  which  will  enhance  their  ability  to 
understand  and  work  with  HUD  and  its  programs. 

FOR  FURTHER  INFORMATION  CONTACT: 

Cal  J.  Wilson,  Office  of  Consumer  Affairs,  U.S.  Department 
of  Housing  and  Urban  Development,  Room  4150,  451  7th 
Street  S.W.,  Washington,  D.C.  20410,  (202)  755-1887;  or 
Sandra  J.  Alexander,  Office  of  General  Counsel,  U.S. 
Department  of  Housing  and  Urban  Development,  Room  9256, 
451  7th  Street,  S.W.,  Washington,  D.C.  20410  (202)  755-5303. 
(These  are  not  toll-free  numbers.) 

SUPPLEMENTARY  INFORMATION:  In  accordance  with  Executive 
Order  12160,  this  document  presents  an  outline  of  the 
directions  and  components  of  HUD’s  Final  Consumer 
Program.  The  program  was  evolved  in  response  to  the 
Department’s  commitment  to  full  and  fair  representation  and 
consideration  of  consumer  interests.  For  the  most  part,  the 
program  is  in  place  and  operational.  However,  some 
elements  of  the  program  are  under  development.  For 
example,  several  descriptions  of  the  duties  of  HUD  officials 
and  offices,  as  outlined  in  the  program,  are  subject  to 
approval  and  issuance  of  an  organizational  handbook  for  the 
Office  of  the  Assistant  Secretary  for  Neighborhoods, 
Voluntary  Associations,  and  Consumer  Protection  (NVACP). 
Also,  the  full  details  of  some  features  of  the  Consumer 
Complaint  handling  system  discussed  in  Part  V  are  still 
under  consideration.  These  include  the  handling  of  fair 
housing  and  equal  opportunity  complaints  and  of  tenant 
comments  on  certain  rent  increases. 

It  should  be  emphasized  that  this  document  is  a  program 
description  which  is  not  self-effectuating.  The  components  of 


the  program  are,  or  will  be,  set  forth  in  specific  Department 
handbooks  which  will  be  available  for  public  inspection  and 
review.  All  handbooks,  and  material  therein,  are,  of  course, 
subject  to  change  in  order  to  meet  evolving  consumer  needs, 
issues  and  problems. 

The  Department’s  Draft  Consumer  Program  was  prepared 
by  the  staff  of  the  Office  of  the  Assistant  Secretary  for 
NVACP.  This  Draft  Program  was  circulated  within  HUD  for 
review  and  comment.  On  December  10, 1979  HUD’s  Draft 
Consumer  Program  was  published  in  the  Federal  Register  (44 
FR  71208),  with  a  90  day  public  comment  period. 

To  ensure  a  wide  dissemination  of  the  Draft  Consumer 
Program  HUD  mailed  copies  of  the  Federal  Register  to  the 
28,000  individuals  and  groups  listed  on  the  Department’s 
Consumer  Network.  A  cover  letter  from  the  Assistant 
Secretary  for  NVACP  urged  4he  recipients  to  send  written 
comments  evaluating  the  proposed  program  to  HUD.  During 
the  public  comment  period  the  Draft  Program  was  evaluated 
by  the  staff  for  the  Consumer  Affairs  Council.  The  final 
Consumer  Program  printed  below  is  a  significantly  revised 
version  of  the  Draft  Program  based  on  the  comments 
received  from  the  public  and  the  Council  staff,  and  through 
the  final  clearance  review  by  the  Department’s  Primary 
Organization  Heads. 

As  required  by  Executive  Order  12160,  the  public 
comments  received  on  the  Draft  Consumer  Program,  and 
HUD’s  response,  are  summarized  below. 

A.  Overview  of  Public  Comments 

HUD  received  comments  from  186  individuals  and  groups. 
All  but  four  submitted  their  comments  through  the 
questionnaire  published  in  the  Federal  Register  with  HUD's 
Draft  Consumer  Program.  In  addition  to  answering  the 
questionnaire,  many  commenters  added  statements 
expressing  their  opinions.  Two  hundred  and  seven  such 
statements  were  received.  (Several  of  the  186  commenters 
discussed  more  than  one  issue.) 

To  provide  an  overview  of  the  public  comments.  Tables  1 
throu^  8  have  been  designed  to  display  the  responses  to  the 
eight  questions  on  the  Federal  Register  questionnaire.  These 
questionnaire  responses  and  the  additional  207  statements 
are  analyzed  in-depth  in  part  B. 


Table  1.— Source  of  Public  Comments 


Source  Number  Percent 


Individual  Consumer .  54  29 

Consumer  Organization .  72  39 

Business  or  Trade  Organization . . 34  18 

State  or  local  government . 26  14 


Table  2.— After  Reading  About  Our  Consumer  Program,  do  You  Think  You 
Understand  How  tt  Works? 


Responses 


Number  Percent 


a.  Yes,  it  is  clear  and  I  understand . .  47  39 

b.  Yes,  I  understand  most  ot  it _ 67  55 

c.  No,  much  of  it  is  not  clear  to  me  . .  8  6 


Table  3.— Do  You  Fee!  HUD’s  Consumer  Program  Makes  Easier  for  you  to 
Participate  in  Policymaking? 


Resportse 


Number  Percent 


a.  Yes. 

b.  No.. 


83  71 

34  29 
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Table  A.— How  Adequate  is  the  Proposed  HUD  Consumer  Program  for  Getting 
Information  to  Consumers? 


Responses 


Number  Percent 


a.  Adequate . -  96  82 

b.  Not  adequate . - .  21  18 


Table  %.-~How  Adequate  is  HUD'S  Pr<v>osed  Consumer  Program  for  Handling 
Complaints? 


Response 


Number  Percent  * 


a.  Adequate .  92  80 

b.  Not  adequate .  23  20 


Table  After  Reading- the  Proposed  Consumer  Program  do  You  Know 

Which  Office  in  HUD  to  Contact  if  You  Have  a  Complaint? 


Response  Number  Percent 

a.  Yes .  91  77 » 

b. No . .  27  23 


Table  After  Reading  the  Proposed  Consumer  Program  do  You  Know 

Which  Office  in  HUD  to  Contact  if  You  Have  a  General  Question  About  the 
Agency? 


Response 


Number  Percent 


a.  Yes .  96  87 

b.  No .  14  13 


Table  6C.— After  Reading  the  Proposed  Consumer  Program  do  You  Know 
Which  Office  in  HUD  to  Contact  if  You  Have  a  Question  About  How  to  Take 
,  Part  in  Agency  Proceedings? 


Response 


Number  Percent 


a.  Yes .  83  77 

b.  No .  25  23 


Table  7.— Do  You  Know  Who  or  Which  Office  in  HUD  Speaks  for  the 
Consumer? 


Response  Number  Percent 


a.  Yes .  85  77 

b. No . - .  25  23 


Table  Z.—Do  You  Have  Any  Suggestion  for  Improving  Our  Consumer  Program? 


a.  No .  46 

b.  Yes .  74 


—Consumer  participation. 
— Informational  materials . 
—Complaint  handling . 


38 

62 

34 

35 


31 


B.  Response  to  Public  Comments 

While  the  range  of  comments  was  broad,  all  responsive 
comments  (“Consumers  don't  need  the  government  to  speak 
for  them"  illustrates  a  non-responsive  comment)  on  the  HUD 
Consumer  Program  can  be  classibed  into  one  of  four  types  of 
concerns;  clarity  of  the  Program;  feasibility  of  consumer 
participation  mechanisms;  content  and  dissemination  of 
consumer  informational  materials;  and  adequacy  of  HUD's 
complaint  handling  system.  The  Department’s  response  to 
the  hundreds  of  individual  public  comments  has  been 


organized  according  to  these  four  broad  areas  of  consumer 
concern. 

Clarity  of  Program. 

As  the  responses  summarized  in  Tables  2,  6a,  6b.  and  6c 
indicate,  a  significant  percentage  of  readers  experienced  at 
least  some  difficulty  in  understanding  HUD’s  Consumer 
Program.  In  addition,  nearly  15%  of  th’e  comments  either 
directly  or  indirectly  expressed  confusion  over  the  meaning 
of  various  sections  of  the  Program.  Such  commenters 
typically  had  difficulty  understanding  specific  sections 
because  they  were  either  too  vague  or  too  complex. 
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The  especially  confusing  sections  of  the  Consumer 
Program  were  identified.  These  sections  were  specifically 
improved  through  the  amplification  and/or  clarification  of 
the  entire  Program.  The  Program  revisions  are  listed  and 
summarized  below. 

a.  A  description  of  Congressionally-mandated 
requirements  for  local  citizen  participation  in  the  Community 
Development  Block  Grant  Program  (CDBG)  has  been  added 
to  Part  I  of  the  Consumer  Program. 

b.  The  “Responsibilities”  section  of  Part  I  has  been 
expanded  to  include;  the  responsibilities  delegated  to  the 
Assistant  Secretary  for  NVACP,  General  Deputy  Assistant 
Secretary  for  NVACP,  and  Deputy  Assistant  Secretary  for 
Neighborhoods  and  Consumer  Affairs:  program 
responsibilities  of  the  Office  of  Consumer  Affairs  and  the 
Office  of  Policy  and  Program  Development:  and  the 
responsibilities  of  the  Headquarters  citizen  participation 
staff  under  the  Assistant  Secretary  for  Community  Planning 
and  Development. 

c.  Part  II  includes  a  detailed  description  of  the  role  of  the 
Consumer  Affairs  Working  Group  in  the  analysis  of 
consumer  concerns  expressed  through  the  HUD  field  offices. 

d.  An  expanded  listing  and  description  of  HUD’s 
consumer-oriented  publications  now  appears  in  Part  III  of 
the  Program. 

e.  An  explanation  of  the  role  of  HUD’s  Communications 
Review  Board:  in  the  development  of  the  Departmental 
public  communication  plan  has  been  added  to  Part  III. 

h.  Part  IV  has  been  amplified  by  a  comprehensive 
overview  of  HUD’s  employee  training  programs  that  includes 
a  discussion  of  training  activities  that  respond  to  needs  of 
consumer  affairs  staff. 

g.  Part  V,  which  describes  the  activities  of  HUD’s 
Consumer  Complaint  Division  has  been  greatly  expanded  to 
report  in  detail  the  Division’s  organization,  procedures, 
responsibilities  and  goals. 

2.  Consumer  Participation. 

Eighty-four  of  the  comments  can  be  classified  as 
registering  a  concern  about  the  feasibility  of  the  Program’s 
consumer  participation  mechanisms.  These  concerns  are 
characterized  by  four  distinct  themes:  inadequate  outreach, 
citizen  participation  fimding,  direct  vs.  indirect  consumer 
representation,  and  citizen  participation  in  the  Community 
Development  Block  Grant  ftogram  (CDBG). 

a.  Inadequate  Outreach.  These  comments  were  all  critical 
of  the  Department’s  strong  reliance  on  the  Federal  Register 
to  inform  and  solicit  consumer  participation  in  HUD  policy¬ 
making.  Commenters  pointed  out  that  the  average  consumer 
does  not  have  access  to  the  Federal  Register;  and  even  if 
they  did,  few  consumers  would  be  able  to  comprehend  the 
complicated  regulations  sufficiently  to  respond  intelligently. 

HUD  is  in  basic  agreement  with  these  comments.  For  this 
reason  HUD  has  added  a  second  major  outreach  strategy — 
local  consumer  forums.  HUD  now  requires  each  of  its  Area 
Offices  to  hold  two  Consumer  Forums  per  year.  This 
requirement  decentralizes  Consumer  Forums  into  80  cities 
across  the  country  and  thus  offers  consumers  a  better 
opportunity  to  influence  HUD  policy  from  a  location  close  to 
their  homes.  A  complete  description  of  this  HUD  consumer 
participation  outreach  strategy  appears  in  the  Consumer 
Program  (Part  II). 

In  addition,  HUD  enhances  the  consumer  outreach 
effectiveness  of  the  Federal  Register  by  using  the 
Department’s  Consumer  Network  mailing  list  to  funnel 
pertinent  Federal  Register  notices  to  individuals  and 
consumer  groups  who  would  not  ordinarily  monitor  the 
Federal  Register.  The  Consumer  Network  operation  is  fully 
described  in  Part  II  of  HUD’s  Consumer  Program. 


b.  Consumer  Participation  Funding.  Twenty-one 
commenters  strongly  recommended  that  HUD  institute  a 
program  to  help  individual  consumers  defi'ay  the  costs  of 
participation  in  Federal  policy-making  (e.g.  travel  expenses 
to  meetings,  honorariums  for  lengthy  review  and  comments, 
etc.).  HUD  is  sensitive  to  this  concern  but  it  has  been 
determined  that  the  Department  has  extremely  limited 
statutory  authority  to  institute  such  a  program. 

c.  Citizen  Participation  in  the  CDBG  Program.  Slightly 
over  ten  percent  of  the  comments  in  this  consumer 
participation  category  were  critical  of  local  jurisdiction  for 
their  failure  to  involve  citizens  in  planning  the  use  of  Block 
grant  funds  as  required  by  HUD  regulations.  Several  of  these 
commenters  urged  HUD  to  enforce  its  CDBG  citizen 
participation  requirements  more  actively. 

The  Department  has  established  citizen  participation  to  be 
a  priority  area  for  field  office  monitoring  of  grantees.  The 
recent  CDBG  Monitoring  Handbook  provides  direction  to 
field  staff  in  monitoring  grantee  processes  for  involving 
citizens  in  Block  Grant  planning,  implementation  and 
assessment.  Most  field  office  staff  have  received  training  in 
citizen  participation  monitoring  during  the  past  year. 
Performance  evaluation  of  field  office  monitoring  activities 
are  currently  being  carried  out  to  ensure  adequate 
monitoring  in  this  area. 

In  addition,  as  explained  in  Part  II  of  HUD  s  Consumer 
Program,  it  is  possible  for  consumers  to  address  this  problem 
by  petitioning  HUD  to  amend  its  CDBG  regulations  to 
strengthen  citizen  participation  enforcement  mechanisms. 
Consumers  may  also  recommend  such  a  regulatory  change 
during  the  public  comment  period  for  a  proposed  new/ 
revised  CDBG  regulation.  This  opportunity  is  also  explained 
in  Part  II  of  the  Program. 

d.  Direct  vs.  Indirect  Representatian.  A  small  group  of 
commenters  criticized  the  Program  for  only  indirectly 
representing  consumer  views.  In  general  these  comments 

'  were  distrustful  of  the  assumption  that  HUD  staff  could 
adequately  understand  and  speak  for  the  consumers  of  HUD 
programs.  Commenters  recommended  that  HUD’s  Consumer 
Program  include  mechanisms  for  achieving  direct 
communication  between  consumers  and  HUD  policy-makers. 

The  commenters  are  correct  in  their  description  of  the 
HUD  Consumer  Program  as  relying  principally  on  indirect 
advocacy  of  the  consumer  perspective  by  HUD  staff. 
Representative  arrangements,  like  those  outlined  in  the 
Consumer  Program,  are  the  only  practicable  means  of 
consistently  factoring  the  consumer  prespective  into  HUD 
policy-making. 

It  is,  of  course,  HUD’s  hope  and  goal  that  the  various 
consumer  perspectives  are  truly  and  effectively  represented 
by  the  Department’s  consumer  affairs  staff  assigned  this 
advocacy  responsibility.  As  outlined  in  Part  I  of  HUD’s 
Consumer  Program  (section  on  staff  size  and  resources),  the 
Department’s  staffing  practices  require  that  consumer  affairs 
positions  be  filled  by  individuals  with  the  training, 
experience,  and  perspective  to  be  able  to  identify  and 
represent  the  consumer’s  interests  within  HUD. 

Simultaneously  HUD  is  striving  to  improve  its  direct 
mechanisms  for  consumer  input.  For  several  years  the 
Department  has  paid  the  travel  expenses  of  invited  grass¬ 
roots  consumer  representatives  attending  the  National 
Consumer  Forums,  which  are  generally  held  in  Washington, 
D.C.  each  year.  The  Department  has  also  paid  the  travel 
expenses  of  invited  experts,  who  represented  the  technical 
concerns  of  consumers  regarding  the  programs  discussed  at 
these  Forums.  Consumer  representatives  attending  the 
National  Forums  had  encouraged  HUD  to  decentralize  its 
public  participation  activities.  During  the  past  fiscal  year 
NVACP’s  Consumer  Liaison  Division  instituted  a  program  of 
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80  local  consumer  forums  designed  to  solicit  directly 
consumer  recommendations  for  improving  HUD  programs. 
The  Department  has  requested  limited  Fiscal  Year  1981 
funding  to  assist  in  the  support  and  conduct  of  local 
consumer  forums.  Support  will  be  provided  in  relation  to  the 
Fiscal  Year  1981  funding  made  available. 

3.  Information  Materials 

In  general,  commenters  lauded  HDD’s  consumer-oriented 
information  materials.  Comments  in  this  category  divide  into 
three  themes,  two  positive  and  one  critical:  HUD  consumer 
publications  are  informative  and  deserve  a  wide  distribution: 
the  Consumer  Network  is  a  valuable  information  conduit 
from  HUD  to  consumers  and  should  be  more  heavily 
promoted;  and  HUD  publications  are  often  hard  to 
understand  because  they  are  written  in  bureaucratic  and 
legal  jargon. 

a.  Publication  distribution.  Many  commenters 
complimented  HUD  publications  for  providing  useful 
consumer-oriented  information.  These  same  commenters 
also  urged  HUD  to  develop  a  distribution  system  wider  than 
the  present  emphasis  on  the  Federal  Register.  Alternative 
media  like  radio,  newspaper,  and  television  were  often 
suggested;  as  well  as  placing  consumer  information  in  heavy 
public-use  buildings  like  Post  Offices,  financial  institutions, 
and  supermarkets. 

HUD  is  aware  of  the  limited  audience  reached  by  the 
Federal  Register  and  is  continually  searching  for  legal  and 
cost-effective  distribution  techniques  that  will  reach  a 
broader  audience.  Unfortunately  radio  and  television  are  not 
promising  alternatives  because  their  cost  is  usually  beyond 
HUD'S  budget.  Newspaper  advertising  is  a  viable  alternative 
for  unique  and  local  events  and  this  technique  has  been 
occasionally  utilized  by  HUD  Field  Offices  to  advertise  local 
Consumer  Forums. 

NVACP’s  consumer  program  staff  typically  possess  limited 
public  relations  skills.  Excluding  the  Consumer  Network 
(described  below),  creative  distribution  techniques  for 
NVACP  consumer  publications  have  rarely  been  developed. 
However,  it  is  HDD’s  intention  to  add  a  public  relations 
component  to  the  training  HUD  provides  its  consumer  a^airs 
staff — particularly  Field  personnel.  'This  proposed  new  skill 
area  has  been  added  to  ^e  training  ciirriculum  described  in 
HDD’s  Consumer  Program.  The  consumer  affairs  staff  also 
will  work  in  closer  direct  consultation  with  the  staff  of  the 
Office  of  Public  Affairs  on  publication  distribution  matters. 

b.  Consumer  Network  Awareness.  The  value  of  HDD’s 
Consumer  Network  as  a  conduit  for  information  flow  from 
HUD  to  consumers  was  noted  by  many  commenters.  But 
almost  the  same  number  of  commenters  remarked  that 
individuals  found  it  difficult  to  learn  about  the  Consumer 
Network  and  how  to  become  subscribers. 

The  Consumer  Liaison  Division,  which  is  responsible  for 
administering  the  Consumer  Network,  has  not  actively 
promoted  the  Network  except  at  HDD’s  Consumer  Forums. 
There  are  now  28,000  subscribers.  The  early  and  rapid 
success  of  the  Network  and  NVACP’s  limited  publication 
budget  have  made  it  necessary  to  limit  promotion. 

HUD  is  pleased  with  the  success  of  the  Consumer  Network 
as  an  effective  strategy  for  quickly  distributing  HUD 
information  to  targeted  consumers  and  organizations. 
NVACP  will  promote  and  enlarge  the  Network  as  the 
publication  printing  budget  permits  expansion.  For  the 
present,  instructions  for  receiving  Consumer  Network 
materials  have  been  added  to  the  Consumer  Program. 

c.  Publication  Readability.  HUD  regulations  published  in 
the  Federal  Register  were  heavily  criticized  for  their  lack  of 
clarity  and  abundance  of  bureaucratic  and  legal  jargon. 
Consumers  report  Hnding  the  regulations  difficult  to 
understand  and  to  comment  on  intelligently.  Seventeen 


commenters  recommended  that  HUD  improve  the  readability 
of  its  publications — especially  regulations — by  writing  in 
plain  English. 

HUD  has  recently  instituted  three  changes  designed  to 
improve  the  readibility  of  regulations  and  consumer-oriented 
publications. 

NVACP’s  Office  of  Policy  and  Program  Development  has 
been  given  Departmentwide  authority  to  review  and  revise 
all  HUD  forms  to  insure  they  are  in  plain  English.  To  date 
this  Office  has  simplified  over  400  HUD  forms. 

Secondly,  NVACP  has  created  a  Publications  Review 
Board  to  carefully  scrutinize  all  the  consumer-oriented 
publications  developed  by  by  NVACP  program  offices  to 
insure  readability  by  the  audience  HUD  hopes  to 
communicate  with. 

Finally,  HDD’s  Office  of  Regulations  is  under  mandate 
from  the  Secretary  to  review  all  HUD  regulations  for  plain 
English.  Two  sets  of  program  regulations  have  so  far  been 
revised  using  plain  E^iglish  guidelines. 

4.  Complaint  Handling  System 

Complaint  handling  received  a  great  deal  of  attention  form 
the  public  One-third  (74  of  207)  of  the  written  comments 
received  on  the  HUD  Draft  Consumer  Program  dealt  with 
complaints.  Comments  on  this  subject  were  concentrated  in 
four  areas: 

a.  Technical  questions  about  how  to  complain; 

b.  Recommendation  that  HDD’s  complaint  procedures  by 
more  widely  publicized; 

c.  Criticisms  that  complaints  are  not  handled  in  a  timely 
manner;  and 

d.  Specific  compliants  concerning  a  particular  consumer’s 
problem. 

(1)  How  to  complain.  Many  commenters  were  critical  of 
the  Draft  Consumer  Program  because  if  did  not  provide  clear 
directions  for  registering  a  consumer  complaint.  Concern 
was  speciBcally  expressed  over  the  lack  of  one  phone 
number  or  name  to  contact  with  a  complaint. 

Whle  legitimate  concerns,  these  comments  reflect  a 
misunderstanding  of  the  goals  and  workings  of  HDD’s 
complaint  handlings  system  which  is  designed  to  track  the 
decentralized  report  and  resolution  of  consuner  complaints. 
It  is  HDD’s  experience  that  a  complaint  handling  system 
centralized  in  Washington,  D.C.  cannot  quickly  and 
effectively  resolve  consumer  complaints,  the  majority  of 
which  originate  from  the  local  level.  The  system  encourages 
the  local  offices  to  resolve  the  complaints  they  receive, 
whenever  possible 

Through  a  well  developed  reporting  network,  all  local 
housing-related  complaints  are  documented  by  the 
Consumer  Complaint  Division  in  Washington,  D.C.  The  staff 
of  the  Division  is  responsible  for  monitoring  complaint 
activity  to  ensure  that  all  complaints  are  resolved  quickly 
and  to  inform  HUD  officials  in  Washington  of  complaint 
patterns  that  indicate  where  program  or  policy  changes  are 
needed.  HUD  (in  agreement  with  many  commenters)  is 
confident  that  a  decentralized  compliant  handling  system  is 
in  the  best  interests  of  the  consumers. 

The  high  percentage  of  comments  which  reflected 
confusion  about  the  workings  of  HDD’s  complaint  handling 
system  (e.g.  23%  unable  to  identify  which  office  in  HUD  to 
contact  with  a  complaint,  see  Table  6A)  indicates  that  the 
Draft  Consumer  Program  did  not  provide  adequate  detail  on 
this  subject.  In  response  to  these  comments,  this  section  of 
the  Plan  has  been  expanded  to  explain  more  clearly  the 
organization  and  operation  of  HDD’s  decentralized 
complaint  handling  system.  As  insurance  against  indequate 
complaint  handling  at  the  local  level,  the  Program  now 
contains  the  address  and  telephone  number  of  HDD’s 
Consumer  Complaint  Division. 
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(2)  Complaint  procedure  publication.  One  common 
suggestion  for  improving  HUD  complaint  handling  was  wider 
publication  of  the  procedure  for  registering  a  consumer 
complaint.  HUD  has  been  aware  of  the  need  for  more  public 
information  on  this  important  topic.  To  meet  this  need,  the 
Consumer  Complaints  Division  is  in  the  process  of 
developing  consumer-oriented  gtiidelines  for  utilizing  the 
Department’s  complaint  handling  system.  As  a  result,  HUD 
expects  in  early  fall  to  publish  a  booklet  titled  “How  to 
Complain”.  This  publication  will  provide  consumers  with 
detailed  instruction  and  advise  on  registering  and  resolving 
housing  and  community  development  complaints.  In 
addition,  the  Department  will  disseminate  this  publication  as 
widely  as  possible,  using  consumer  and  neighborhood  groups 
as  distribution  points. 

(3)  Timely  complaint  handling.  A  small,  but  significant 
number  of  individuals  commenting  on  HUD’s  complaint 
handling  (11%)  were  critical  of  the  length  of  time  required  to 
resolve  a  complaint.  However,  few  commenters  cited 
specific  lengths  of  time  and  none  provided  recommendations 
for  improvement. 

It  is  important  that  consumers  be  aware  that  even  the  most 
simple  housing  problems  cannot  be  investigated  and  resolve 
in  less  than  a  few  weeks.  To  be  equitable  to  all  parties, 
complaint  processing  most  invariably  involve  time- 
consuming  record  keeping,  investigation,  and  negotiation. 

Within  the  constraints  of  equitable  processing  and  staff 
time,  the  Department  has  developed  a  complaint  handling 
system  which  is  capable  of  responding  to  consumers  in  a 
timely  fashion.  In  fact,  Department  records  demonstrate  that 
92%  of  all  complaints  received  by  HUD  during  1979  were 
resolved  within  30  working  days.  While  we  will  continue  to 
strive  to  improve  this  performance,  we  feel  this  is  a  better 
than  acceptable  rate. 

(4)  Specific  problem  complaints.  Several  commenters  took 
this  opportunity  to  register  complaints  about  specfic 
problems  they  were  experiencing  with  HUD  programs.  FHA 
delays  and  conditions  in  public  busing  dominated.  Each  of 
these  complaints  has  been  forwarded  to  the  appropriate 
HUD  program  office. 

The  Department  has  determined  that  an  environmental 
impact  statement  is  not  required  with  respect  to  this  rule.  A 
copy  of  the  Finding  of  Inapplicability  will  be  available  for 
public  inspection  during  regular  business  hours  in  the  Office 
of  the  Rules  Docket  Clerk,  Office  of  the  General  Counsel, 
Room  5218,  Department  of  Housing  and  Urban  Development, 
451  Seventh  Street,  SW.,  Washington,  D.C.  20410. 

I.  CONSUMER  AFFAIRS  PERSPECTIVE 

In  1976  the  Secretary  of  the  Department  of  Housing  and 
Urban  Development  created  the  Office  of  Consumer  Affairs 
and  Regulatory  Functions  and  delegated  primary 
responsibility  for  consumer  matters  within  the  Department  to 
the  Assistant  Secretary  heading  this  office.  (See  41  Fed.  Reg. 
19365 — May  12, 1976.)  The  Office  of  Consumer  Affairs  and 
Regulatory  Functions  was  delegated  expanded 
responsibilities  in  1977  and  was  renamed  the  Office  of 
Neighborhoods,  Voluntary  Associations,  and  Consumer 
Protection  (NVACP). 

The  Office  of  the  Assistant  Secretary  for  Neighborhoods, 
Voluntary  Associations  and  Consumer  Protection  (NVACP) 
has  a  unique  mission  within  the  Department:  advocating  the 
interests  of  and  increasing  the  participation  by  neighborhood 
and  consumer  groups,  the  voluntary  profit  and  non-profit 
private  sectors,  and  grass  root  organizations  in  HUD 
programs  and  policy  decisions,  while  simultaneously 
administering  and  enforcing  federal  regulatory  legislation 
concerning  consumer  protection  and  welfare. 


This  mission  has  three  aspects:  first,  to  assist  these 
organizations  in  engaging  in  a  dialogue  with  all  HUD 
program  managers  and  policy  makers  in  order  to  become  full 
partners  in  the  urban  revitalization  process;  second,  to 
perform  the  Department’s  consumer  affairs  functions;  and 
third,  to  increase  the  capacity  of  neighborhood  and 
voluntary  profit  and  non-profit  sectors  to  implement  the 
housing  and  community  programs  of  the  Department.  Under 
the  latter,  the  Assistant  ^cretary  seeks  to  ensure  that 
consumers  of  HUD’s  programs  are  informed  about  the 
Department’s  programs  and  policies,  that  their  complaints 
are  heard  and  that  certain  consumer-related  statutes  are 
enforced. 

However,  Congress  has  mandated  that  a  certain  form  of 
consumer  participation  be  maintained  for  certain  programs 
administered  by  the  Department.  The  Housing  and 
Community  Development  Acts  of  1974  and  1977  established 
a  federal  commitment  of  encouraging  local  citizens 
involvement  in  the  Community  Development  Block  Grant 
(CDBG)  Program.  The  1974  Act  required  that  all  communities 
which  applied  for  CDBG  funds  under  Title  I  of  the  Act;  (1) 
provide  citizens  with  adequate  information  concerning  the 
amount  of  funds  available,  the  range  of  community 
development  activities  that  may  be  undertaken  and  other 
important  program  requirements;  (2)  hold  public  hearings  to 
obtain  the  view  of  citizens  on  commimity  development  and 
housing  needs;  and,  (3)  provide  citizens  with  an  adequate 
opportunity  to  participate  in  the  program.  When  Congress 
renewed  the  Act  three  years  later  it  restated  these 
requirements  and  in  addition  asked  communities  to  prepare 
and  follow  a  written  citizen  participation  plan  which 
provides  citizens  with  an  opportunity  to  participate  in  the 
development  of  the  application  and  to  submit  their  views 
and  proposals.  It  also  required  that  communities  provide 
citizens  an  opportunity  to  comment  on  their  community’s 
performance.  These  requirements  specified  that  the 
processes  particularly  encouraged  participation  by  residents 
of  blighted  neighborhoods,  minorities  and  persons  of  low- 
and  moderate-income.  HUD  regulations  implementing  this 
law  provide  more  specific  requirements  for  communities  to 
follow:  To  ensure  compliance  with  requirements  of  these 
Acts,  the  Assistant  Secretary  for  Community  Planning  and 
Development  (CPD)  maintains  a  citizen  participation  staff  in 
HUD  headquarters  and  citizen  participation  specialists  in 
each  area  office  to  monitor  the  activities  of  local 
communities. 

Staff  Locations 

The  consumer  affairs  staff  is  located  under  the  Assistant 
Secretary  for  Neighborhoods,  Voluntary  Associations  and 
Consumer  Protection,  in  the  Office  of  Consumer  Affairs  and 
the  Office  of  Policy  and  Program  Development.  The  Office  of 
Consumer  Affairs  is  divided  into  four  divisions  and  a  staff: 
Consumer  Liaison  Division,  Consumer  Complaint  Division, 
Neighborhood  Housing  Counseling  Services  Division,  Human 
Services  Division,  and  Community-Based  Energy 
Conservation  Staff. 

The  citizen  participation  staff  under  the  Assistant 
Secretary  for  Community  Planning  and  Development  is 
located  in  the  Citizen  Participation  Office. 

Responsibilities 

The  Assistant  Secretary  for  NVACP  has  oversight 
responsibility,  establishes  policy  direction  for  and 
coordinates  the  Department’s  consumer  activities.  The 
Assistant  Secretary  will  report  directly  to  the  Secretary  on 
matters  related  to  this  program,  and  has  authority  to  directly 
appeal  to  the  Secretary  or  Under  Secretary  any 
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determination  of  agency  ofHcials  adversely  affecting  the 
consumer  interest. 

The  Director  of  the  Office  of  Consumer  Affairs  will 
directly  support  and  assist  the  Assistant  Secretary  in 
meeting  his  or  her  responsibilities  under  this  program. 

The  Assistant  Secretary  will  continue  to  meet  his  or  her 
delegated  responsibilities  in  the  consumer-related  subject 
areas  of  neighborhood  development,  public-private 
partnerships  and  regulatory  enforcement  The  Secretary  of 
HUD  has  determined  that  these  delegated  responsibilities 
are  complementary  to  the  consumer  affairs  function  and  will 
enhance  the  Assistant  Secretary’s  ability  to  represent  the 
consumer  interests  within  the  Department. 

In  fulfilling  his/her  responsibilities,  the  Assistant 
Secretary  administers  programs.  The  Assistant  Secretary 
initiates  and  brokers  relationships  with  the  full  range  of 
HUD  constituencies — neighborhoods  and  consumers,  local 
governments,  and  the  voluntary  profit  and  non-profit  entities 
in  the  private  sector. 

The  General  Deputy  Assistant  Secretary  asaisls  the 
Assistant  Secretary  for  Neighborhoods,  Volimtary 
Associations  and  Consumer  Protection  in  the  performance  of 
overall  duties  and  responsibilities  assigned  to  that  office. 
He/she  exercises  conciurently  all  powers  and  authorities  of 
the  Assistant  Secretary  when  both  are  on  duty  subject  to  any 
restrictions,  limitations,  exceptions  or  amendments 
published  in  the  Federal  Register,  and  serves  as  Acting 
Assistant  Secretary  in  the  absence  of  the  Assistant 
Secretary.  Moreover,  the  General  Deputy  Assistant 
Secretary  is  responsible  for  the  day-to-day  management  and 
operation  of  NVACP. 

The  Office  of  Policy  and  Program  Development  consists  of 
the  immediate  office,  the  Women’s  Policy  and  Programs 
Staff,  and  the  Hispanic  Policy  and  Programs  Staff.  The  Office 
of  Policy  and  Program  Development,  headed  by  a  Director,  is 
responsible  for  analyzing  Departmental  programs,  policies 
and  procedures  of  concern  to  consumers,  neighborhood 
groups,  voluntary  associations,  and  other  non-governmental 
entities,  and  for  recommending  or  developing  new  or  revised 
programs,  evaluation  mechanisms  (in  coordination  with  the 
Office  of  Management  and  Field  Support),  policies  and 
strategies  when  deemed  appropriate.  The  Office  also  serves 
as  the  Assistant  Secretary’s  primary  representative  with:  the 
Office  of  General  Counsel  in  analyzing,  commenting  on  and 
recommending  legislative  proposals;  the  Office  of  the 
Assistant  Secretary  for  Policy  Development  and  Research  in 
analyzing,  commenting  on  and  making  rcommendations 
regarding  long-range  policy  issues;  and  with  other  HUD 
Assistant  Secretaries  and  Primary  Office  heads,  in 
connection  with  recommendations  regarding  the  policies, 
programs  and  procedures  of  their  offices. 

The  Deputy  Assistant  Secretary  for  Neighborhoods  and 
Consumer  Affairs  is  responsible  for  directing  and  managing 
the  following  consumer  affairs  programs  and  functions  of  the 
Department: 

a.  Voluntary  Association  Liaison  Activities. 

b.  Private  Sector  Liaison. 

c.  Foundation  Liaison  Activities. 

d.  Public  Programs  and  Organizations  Liaison  Activities. 

e.  Consumer  Liaison  Activities. 

f.  Consumer  Complaints  Handling. 

g.  Congregate  Housing  Services  Program. 

h.  Neighborhood  Housing  Counseling  Services  Program. 

i.  'The  Human  Services  Program. 

j.  *1110  Neighborhood  Self-Help  Development  Program. 

k.  Neighborhood  Capacity-Building  Activities. 

l.  Neighborhood  Training  Activities. 

m.  Neighborhood  Information  Activities. 


The  Deputy  Assistant  Secretary  is  responsible  for 
developing,  implementing  and  monitoring  program  objectives 
and  for  serving  as  the  principal  advisor  to  the  Assistant 
Secretary  and  General  Deputy  Assistant  Secretary  for  the 
above  cited  programs  and  functions.  The  Office  of  the 
Deputy  Assistant  Secretary  includes  an  Office  of  Public- 
Private  Partnerships,  an  Office  of  Consumer  Affairs,  and  an 
Office  of  Neighborhood  Self-Help  Development. 

The  Office  of  Consumer  Affairs  is  responsible  for  the 
overall  direction  of  all  consumer  affairs  activities  assigned  to 
the  Deputy  Assistant  Secretary.  This  Office,  headed  by  a 
Director,  is  responsible  for: 

a.  Maintaining  liaison  with  consumer  groups  and 
organizations  for  the  Department. 

b.  Ensuring  that  consumer  views  on  housing  and 
community  development  issues  are  solicited  and  transmitted 
to  the  Office  of  Policy  and  Program  Development  or  to  other 
program  offices  of  the  Department. 

c.  Developing  and  implementing  consumer  complaint  and 
information  handling  systems,  necessary  for  the 

~  identification  of  program  problems  in  the  implementation,  on 
the  modification  or  development  of  policy. 

d.  Administering  the  Department’s  Neighborhood  Housing 
Counseling  Services  Program,  including:  single  family  home 
buying;  default  and  foreclosures  prevention;  pre-  and  post¬ 
occupancy  coimseling  for  renters;  Indian  mutual  self-help; 
hancficapped  and  the  elderly. 

e.  Administering  the  Department’s  Congregate  Housing 
Services  Program  including:  meals  and  appropriate 
supportive  services  to  the  fi'ail  elderly  and  non-elderly 
handicapped  residents  of  Public  and  Section  202  Housing 
Projects. 

f.  Assisting  the  Assistant  Secretary  in  meeting  his/her 
responsibilities  as  the  Principal  Energy  Conservation  Officer 
for  HUD  and  those  delegated  responsibilities  relating  to 
Executive  Order  12185  on  conservation  of  petroleum  and 
natural  gas. 

The  Office  of  Consumer  Affairs  includes  a  Neighborhood 
Housing  Counseling  Services  Division;  a  Consumer 
Complaint  Division;  a  Consumer  Liaison  Division;  and  a 
Human  Services  Division;  and  a  Community-Based  Energy 
Conservation  Staff. 

'The  Consumer  Liaison  Division,  headed  by  a  Director,  is 
responsible  for: 

a.  Ensming  that  consumers,  as  well  as  other  affected 
parties,  have  reasonable  and  timely  opportunities  to 
communicate  their  views  regarding  the  development, 
modification  and  functioning  of  Departmental  programs. 

b.  Ensuring  that  consumers  have  access  to  relevant 
background  materials  and  information,  in  order  to  facilitate  ‘ 
their  participation  in  the  Department’s  program. 

c.  Establishing  national,  regional  and  area-level  consumer 
information  networks  to  insure  an  ongoing  dialogue  and  * 
informational  exchange  regarding  housing  and  community 
development  issues. 

d.  Analyzing  in  coordination  with  the  Office  of  Policy  and 
Program  Development  consumer  positions  on  HUD  programs 
and  policies  and  preparing  summary  documents  to  be 
forwarded  to  the  appropriate  HUD  program  policy  makers. 

e.  Developing  and  implementing  ongoing  communication 
mechanisms  to  ensure  that  consumer  views  are  solicited  and 
considered  regarding  Departmental  policy  and  program 
decisions,  including  the  use  of  forums,  hearings  and  a 
consumer  newsletter. 

f.  Identifying  and  recruiting  local  consumer  organizations 
to  participate  in  evaluating  the  effectiveness  of  HDD’s 
programs  and  policies. 

g.  Disseminating  consumer  information  material  to 
consumer  groups  and  public  interest  organizations,  including 
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the  publishing  of  a  monthly  letter  from  the  Assistant 
Secretary  concerning  the  Department’s  current  program 
initiatives  and  projected  activities. 

h.  Preparing  informational  and  educational  publications  to 
assist  the  consuming  public  in  understanding  and  using 
HUD’ 8  programs. 

i.  Serving  as  liaison  office  with  State  and  local  consumer 
and  community  affairs  agencies  in  strengthening  the 
consuming  public’s  understanding  and  use  of  HUD’s 
programs. 

The  Consumer  Complaints  Division,  headed  by  a  Director, 
is  responsible  for: 

a.  Coordinating  the  implementation  of  the  Departmental 
consumer  complaint  handling  system  established  under  the 
provisions  of  HUD  Handbook  5550.1. 

b.  Advising  the  Deputy  Assistant  Secretary  for 
neighborhoods  and  Consumer  Affairs  regarding  the  nature, 
extent  and  severity  of  consumer  complaint  issues  within  the 
Department. 

c.  Coordinating  the  collection  and  analysis  of  consumer 
complaint  data  necessary  for  problem  identification  and 
policy  development  or  modification  on  housing  and  urban 
development  issues  and  transmitting  the  analyses  to  the 
Office  of  Policy  and  Program  Development. 

d.  Developing  and  implementing  a  monitoring  and  a 
centralized  control  system  to  assist  program  managers 
throughout  the  Department  in  providing  effective  and  timely 
handling  and  resolution  of  consumer  complaints  throughout 
the  Department. 

e.  Providing  technical  assistance  and  guidance  to  other 
Departmental  organizations  in  the  implementation  and 
operation  of  consumer  complaint  handling  procedures. 

f.  Developing  in  cooperation  with  the  Office  of 
Management  and  Field  Support  evaluation  systems  for  use 
by  Headquarters  and  regional  offices  in  monitoring  the 
overall  performance  of  field  offices  in  the  handling  of 
complaints. 

g.  Preparing  monthly  assessments  based  on  feeder  reports 
received  from  consumer  complaint  coordinators,  for 
distribution  to  Headquarters  officials  and  Regional 
Administrators  and  for  incorporation  in  the  Executive 
Management  Report. 

h.  Initiating  public  awareness  programs  which  include 
educating  the  consumer  on  how  to  complain  and  informing 
them  of  the  Department’s  jurisdictions  and  limitations.  This 
function  is  performed  in  conjunction  with  the  Consumer 
Liaison  Division. 

The  Neighborhood  Housing  Counseling  Services  Division, 
headed  by  a  Director,  is  responsible  fon 

a.  Providing  technical  oversight  in  the  development 
organization  guidelines  and  procedures  for  administering  the 
HUD  neighborhood  housing  counseling  services  program  to 
provide  comprehensive  housing  and  related  counseling  to 
HUD  housing  consumers  in  revitalization  and  other  areas. 

b.  Providing  technical  assistance  to  the  Department  in 
matters  pertaining  to  the  development,  administration  or 
revision  of  Departmental  counseling  responsibilities. 

c.  Coordinating  the  provision  of  housing  counseling 
activities  with  Housing  and  other  appropriate  offices  with 
HUD  in  areas  which  affect  the  housing  consumer’s  ability  to 
purchase  or  rent,  retain  and  maintain  decent,  safe  and 
sanitary  housing. 

d.  Assisting  in  the  development  and  implementation  of  the 
comprehensive  housing  counseling  program  including  the 
approval,  review  and  monitoring  of  private  and  public 
agencies  which  provide  housing  counseling  to  HUD  housing 
consumers. 


e.  Developing  training  for  NVACP  field  staff  and  housing 
counseling  agencies  and  for  administering  training  contracts 
relative  to  the  housing  counseling  program. 

f.  Developing  funding  recommendation  and  administering 
the  funding  allocated  for  local  housing  counseling  agencies 
according  to  budgetary  limitations  and  including  the  scoring, 
evaluation,  awarding  and  administration  of  grants,  contracts, 
and  cooperative  agreements. 

g.  Monitoring  and  evaluating  housing  counseling  program 
field  staff  activities  in  cooperation  with  the  Office  of 
Management  and  Field  support. 

h.  Coordinating  Departmental  housing  counseling  program 
activities  conducted  with  other  Federal  and  State  agencies 
including  HEW,  CSA,  DOL,  VA  and  the  Farmers  Home 
Administration. 

i.  Maintaining  liaison  for  NVACP  with  national 
organizations  regarding  matters  of  interest  and  importance 
to  housing  counseling  programs. 

j.  Maintaining  liaison  for  NVACP  with  appropriate 
Congressional  staff  and  committees.  State  and  local 
governments  to  share  matters  of  concern  to  the  housing 
counseling  programs,  and  to  maintain  up-to-date  data  and 
information  concerning  pending  developments  or  legislative 
initiatives  relating  to  NVACP  counseling  program. 

The  Human  Services  Division,  headed  by  a  director,  is 
responsible  for: 

a.  Providing  technical  advisory  assistance  to  the  Assistant 
Secretary  in  connection  with  NVACP  input  into 
departmental  policy  and  programs  relative  to  the  elderly  and 
for  the  special  needs  of  the  handicapped  and  for  community 
and  supportive  services  needs  if  all  residents  of  HUD  public 
and  assisted  housing. 

b.  Serving  as  the  Departmental  focal  point  for  management 
and  related  issues  relative  to  tenant,  community  and 
congregrate  services  programs,  pertaining  to  HUD  public  and 
assisted  housing. 

c.  Providing  technical  oversight  in  the  development  of 
organizational  guidelines  and  procedures  for  administering 
the  HUD  congregate  Housing  Services  Program  (CHSP)  to 
provide  meals  and  other  necessary  supportive  services  for 
frail  elderly  and  non-elderly  handicapped  residents  of  HUD 
public  and  Section  202  Housing. 

d.  Developing,  implementing  and  administering  the  CHSP, 
including  the  review  of  and  monitoring  of  Public  and  Section 
202  housing  projects  receiving  CHSP  ^nds. 

e.  Developing  funding  recommendations  and  administering 
the  screening  procedures  under  which  field  offices  designate 
Public  and  Section  202  Housing  Projects  as  applicants  for 
CHSP  fimds,  consistent  with  budgetary  limitations  and 
including  the  scoring,  evaluation,  awarding  and 
administering  of  grants  and  contracts,  in  cooperation  with 
the  Office  of  Housing. 

f.  Monitoring  and  evaluation  NVACP  field  staff  activities 
for  the  CHSP  in  cooperation  with  the  Office  of  Management 
and  Field  support. 

g.  Developing  technical  training  and  assistance  for  NVACP 
Regional  and  Area  Office  staff  pertaining  to  NVACP 
Congregate  Housing  Services  Activities:  commimity 
organization  activities;  activities  relating  to  tenant 
organization;  and  for  the  provision  of  human  resources 
services  including  employment  opportunities;  securing  health 
services,  and  opportunities  for  all  residents  of  public  and 
assisted  housing  programs  of  the  Department. 

h.  Maintaining  cooperative  working  relationships  with 
other  organizational  elements  of  the  Department,  including 
Housing,  community  Planning  and  Development,  and  Policy 
Development  and  Research  to  assure  their  input  into  the 
ongoing  design  of  the  Congregate  Housing  Services  Program; 
to  provide  for  the  development  and  training  for  field  saff; 
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staff  of  public  and  other  local  housing  agencies;  and  tenant 
organizations,  in  order  to  enhance  their  overall  skills, 
knowledge  and  ability  in  areas  of  social  needs  and  operating 
social  services  programs. 

L  Maintaining  liaison  with  other  Federal  Agencies,  State 
and  local  government  agencies  and  appropriate 
Congressional  and  committee  staff  as  well  as  groups  or 
organizations  representing  the  elderly,  the  handicapped,  and 
others,  in  order  to  provide  for  an  ongoing  exchange  of 
concern  to  the  tenants  and  community  services  needs  of 
special  constituencies. 

j.  Developing  and  participating  in  neighborhood  and 
consumer  affairs  area  and  State  workshops  for  local  housing 
authority  staff,  public  housing  managers  of  other  HUD- 
assisted  housing  projects  and  tenant  organizations. 

k.  Reviewing  the  adequacy  of  Department  practices  and 
procedures  pertaining  to  the  provision  of  services  and 
service  related  facilities  for  the  elderly,  the  handicapped  and 
for  families  residing  in  public  or  HUD-assisted  housing, 
participating  as  required  with  Housing,  PD&R  and  other 
appropriate  program  organizations  in  the  development  or 
recommendation  of  revisions  to  Departmental  policies, 
programs  or  operating  procedures  impacting  upon  the 
elderly,  handicapped  or  other  residents  of  HUD-assisted 
housing. 

l.  Participating  as  required  with  Housing,  in  the 
development  of  evaluation  criteria  or  in  the  conduct  of 
inspections,  evaluations  and  Program  Office  field  Reviews  of 
existing  public  and  assisted  housing,  to  determine 
compliance  with  NVACP  guidelines  concerning;  the 
administration  of  the  CHSP,  the  provisions  of  tenant  services 
for  family  residents  and  the  elderly;  to  examine  the 
adequacy  of  existing  procedures  or  guidelines;  and  to 
develop  in  cooperation  with  Housing,  summaries  and 
recommendations  for  corrective  action  or  for  improvements 
in  basic  performance. 

m.  Representing  the  Department  on  national  interagency 
committees,  in  meetings,  workshops  and  conferences,  as 
well  as  serving  on  functionally  related  committees  of  State 
and  local  government  and  other  voluntary  organizations  in 
order  to  provide  advisory  assistance  necessary  to  facilitate 
the  expansion  or  improvement  of  delivery  mechanisms  for 
human  resources  to  residents  of  HUD  public  and  other 
assisted  housing. 

n.  Participating,  in  cooperation  with  Housing  and  PD&R,  in 
planning  Departmental  research,  demonstration  or  pilot 
activities  pertaining  to  services  for  the  elderly  and 
handicapped  and  for  other  related  support  services  and 
facilities  for  families  of  public  and  assisted  housing. 

o.  Developing  and  maintaining  joint  working  relationship 
with  Housing,  CPD,  and  other  Federal  or  non-Federal 
agencies  in  the  community  in  order  to  facilitate  joint 
ventures  including  interagency  agreements  and  the  joint  use 
of  other  programs  and  services  to  provide  social  and 
economic  benefit  to  residents  in  HUD  public  and  assisted 
housing. 

p.  Developing,  recommending  and  implementing  jointly  in 
cooperation  with  Housing,  programs  and  practices  to 
enhance  tenant/management  relations  and  improve 
economic  opportunities  and  the  quality  of  life  for  families 
and  individuals  living  in  HUD  public  and  assisted  housing. 

q.  Coordinating  the  preparation  of  special  reports  or 
analyses  on  the  Department’s  activities  relative  to  the 
elderly,  or  on  data  related  to  Human  Services,  as  required  by 
Congressional  or  Presidential  Committee.  The  Community- 
Based  Energy  Conservation  Staff,  headed  by  a  Director,  is 
responsible  for: 


a.  Providing  staff  support  to  the  Assistant  Secretary  in 
meeting  his/her  responsibilities  as  the  Principal  Energy 
Conservation  Officer  for  HUD. 

b.  Providing  staff  support  to  the  Assistant  Secretary  in 
meeting  his/her  responsibilities  under  Executive  Order  12185 
regarding  conservation  of  petroleum  and  natural  gas. 

Within  Headquarters  the  Citizen  Participation  Advisor  is 
the  principal  advisor  to  the  Assistant  Secretary  for 
Community  Planning  and  Development  with  respect  to  all 
aspects  of  citizen  participation  and  minority  of  small 
business  enterprise  in  Community  Planning  and 
Development’s  program;  provides  technical  and  management 
assistance  to  Headquarters  and  Field  Office  personnel;  has 
lead  responsibility  for  development  of  citizen  participation 
regulations,  policies  and  procedures  for  CPD  programs; 
monitors  citizen  participation  functions  of  Field  Offices  and 
of  selected  CPD  grantees;  and  ensures  timeliness  and  quality 
of  response  of  the  Office  of  CPD  to  consumer  complaints  in 
conjunction  with  the  Office  of  Neighborhoods,  Voluntary 
Associations  and  Consumer  Protection. 

Size  and  Resources 

’There  is  an  existing  professional  staff  of  50  Headquarters 
consumer  affairs  personnel  allocated  under  the  Office  of  the 
Assistant  Secretary  for  NVACP.  The  Citizen  Participation 
Office  under  the  Assistant  Secretary  for  CPD  has  a 
professional  staff  of  three  (3).  There  is  a  field  staff  of  127 
neighborhood  and  consumer  affairs  representatives  and  40 
Area  Office  Citizen  Participation  Specialists.  The  allocation 
of  staff  to  the  various  consumer  affairs  functions  is  made  on 
the  basis  of  the  workload  requirements  of  the  identified 
consumer  affairs  responsibilities.  A  review  of  the  staff 
allocations  is  made  as  a  part  of  the  annual  Departmental 
budget  process.  Proposals  for  adjustments  to  the  staff 
allocations  are  and  will  be  made  by  the  Assistant 
Secretaries  when  such  adjustments  would  be  appropriate. 

The  effective  operation  of  the  Consumer  Complaints 
Division  depends  upon  a  staff  having  experience  working 
effectively  with  individuals,  and  developing  and  maintaining 
consumer  complaint  systems,  including  systems  for  equitably 
resolving  complaints.  The  staff  must  also  have  an  ability  to 
monitor  the  processing  of  consumer  complaints  by  other 
HUD  Headquarters  and  field  offices  and  to  analyze  data 
gathered  by  the  consumer  complaint  management  system. 
The  staff  includes  at  least  three  Consumer  Complaints 
Specialists. 

The  Consumer  Liaison  Division  requires  a  staff  possessing 
familiarity  with  HUD’s  organizational  structure  and  major 
departmental  programs,  a  thorough  working  knowledge  of 
methods  of  ascertaining  public  views,  and  the  ability  to 
analyze  and  evaluate  the  views  and  positions  of  the  public 
and  to  summarize  them  into  policy  recommendations. 
Experience  is  also  needed  in  conducting  and  analyzing 
extensive  studies  in  the  fields  of  housing,  in  collecting  and 
evaluating  facts,  in  drawing  conclusions,  interpreting  and 
applying  regulations  and  policies  to  programs  related  to 
housing  issues. 

In  order  for  the  Office  of  Policy  and  Program  Development 
to  be  effective,  its  staff  members  must  be  familiar  with  one 
or  more  HUD  programs,  and  have  the  ability  to  perform 
systematic  and  high  level  analyses  of  HUD  issues,  policies, 
programs,  procedures  and  regulations,  from  the  perspective 
of  the  affected  consumers.  Staff  members  must  have  proven 
high-level  writing  abilities,  knowledge  of  regulatory  program 
operations,  and  the  ability  to  articulate  and  advocate  a 
minority  position.  The  staff  of  the  Office  currently  includes 
nine  Program  Analysts. 
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Relationship  With  Other  Consumer  Personnel  and  Agency 
Operating  Units 

The  Office  of  the  Assistant  Secretary  for  NVACP  will  also 
coordinate  its  oversight  responsibility  with  the  activities  of 
the  Office  of  Citizen  Participation  within  the  Office  of 
Community  Planning  and  Development.  Development  of 
consumer  educational  and  irtformational  materials,  and 
participation  in  public  events  will  be  coordinated  with  the 
Office  of  Public  Affairs  in  the  Secretary’s  Office. 

Development  of  an  education  and  training  strategy  for  HUD 
personnel  will  be  coordinated  with  the  Assistant  Secretary 
for  Administration.  The  Office  of  the  Assistant  Secretary  for 
Administration  will  also  support  the  Office  of  the  Assistant 
Secretary  for  NVACP  by  providing  expertise  in  preparing 
publications,  and  preparing  presentations  and  exhibits  for 
the  public.  The  exact  nature  of  the  coordination  among  the 
offices  is  specifically  described  under  the  appropriate 
headings  of  this  program. 

Participation  in  Development  and  Review  of  Agency  Rules, 
Policies,  Programs  and  Legislation 

A  common  factor  in  the  development  and  review  of  HUD’s 
rules,  policies,  programs  and  legislation  is  the  requirement 
that  all  such  documents  must  pass  through  a  Departmental 
clearance  and  approval  process.  All  documents  destined  for 
publication  in  the  Federal  Register  must  go  through 
clearance. 

Various  authorities  require  publication  in  the  Federal 
Register  of  virtually  all  of  this  Department’s  substantive 
policies  for  the  programs  it  administers;  procedural 
requirements  which  must  be  met  in  order  to  participate  in 
those  programs;  information  as  to  which  HUD  officials  are 
authorized  to  exercise  program  authority;  and  major 
interpretations  of  program  policies  or  procedures  which  are 
of  general  applicability.  A  more  specihc,  but  not  all> 
inclusive,  list  of  documents  which  must  be  published  follows; 

(1)  Substantive  rules  relevant  or  applicable  to  the  general 
public  which  prescribe  a  penalty  or  course  of  conduct;  confer 
a  right,  privilege,  authority,  or  immunity;  or  impose  an 
obligation. 

(2)  Rules  of  procedure  (e.g.,  description  of  forms  available, 
places  where  forms  may  be  obtained,  instructions  as  to  the 
scope  and  contents  of  reports). 

(3)  Statements  of  general  policy  or  interpretations  of 
general  applicability  relating  to  public  property,  loans, 
grants,  benefits,  or  contracts. 

(4)  ANPR’s;  Notices  of  Proposed  Rulemaking;  Advisory 
Committee  charters  and  Notices  of  Advisory  Committee 
Meetings. 

(5)  Descriptions  of  HUD’s  central  and  field  organizations 
(e.g.,  Delegations  or  redelegations  of  final  authority 
regarding  Departmental  programs;  Orders  of  Succession). 

(6)  Information  regarding  places  at  which,  and  methods 
whereby,  the  public  may  obtain  information,  make 
submittals  or  requests,  or  obtain  decisions. 

1.  Notification  Procedure. 

The  Drafting  Office  is  that  office  whose  Primary 
Organization  Head  (POH — means  an  Assistant  Secretary  or 
other  head  of  a  major  organizational  unit  in  HUD 
Headquarters)  has  been  delegated  rulemaking  authority  for 
the  subject  matter  of  a  proposed  rule  or  whose  Primary 
Organization  Head  has  been  directed  by  the  Secretary/ 
Under  Secretary  to  draft  a  specific  Federal  Register 
document. 

— ^The  drafting  office  submits  the  clearance  item  to  the 
Office  of  Regulations,  in  the  Office  of  the  General  Counsel 
(OGC).  Sufficient  copies  of  the  clearance  item  are  furnished 
to  the  Office  of  Regulations  for  distribution  to  all  interested 


POHs.  In  light  of  his/her  delegated  responsibility  for 
consiuner  matters  within  the  Department,  the  Assistant 
Secretary  for  NVACP  is  an  interested  POH  for  all  clearance 
items,  and  receives  a  copy  of  all  items  distributed  by  the 
Office  of  Regulations  along  with  an  invitation  to  participate 
in  the  clearance  process.  *1110  Assistant  Secretary  has 
redelegated  his/her  responsibility  for  reviewing  such 
documents  from  the  consumer  perspective  to  the  Office  of 
Policy  and  Program  Development.  'Iliis  Office  notifies  the 
Office  of  Consumer  Affairs  and  its  divisions  that  items  have 
been  received  by  the  Assistant  Secretary  and  are  available 
for  review  by  their  staffs. 

— ^The  Consumer  Affairs  staff  may  also  be  invited  by 
various  Departmental  program  offices  to  participate  during 
the  development  of  rules,  policies,  programs  and  legislation. 

2.  Stage  at  Which  Participation  Begins. 

In  light  of  the  requirements  of  the  clearance  process  most 
drafting  offices  consult  with  the  consumer  affairs  staff  under 
the  Assistant  Secretary  for  NVACP  as  early  as  possible  in 
the  development  of  rules,  policies,  programs  and  legislation. 
The  early  consultation  is  usually  motivated  by  a  desire  to 
avoid  a  nonconcurrence  from  NVACP  during  clearance. 
Through  this  early  consultation  the  staff  of  the  drafting  office 
becomes  sensitized  to  the  consumer  issues  being  raised  by 
the  proposed  actions. 

If  the  drafting  office  does  not  choose  to  consult  with  the 
consumer  affairs  staff  during  the  development  of  the  rules, 
policies,  programs  and  legislation,  staff  participation  takes 
place  no  later  than  during  the  Departmental  clearance 
process  for  the  item. 

3.  Methods  of  Participation. 

— ^The  Consumer  Affairs  staff  may  be  assigned,  either  as 
working  staff  or  as  the  official  consumer  representative,  to  a 
variety  of  agency  task  forces  or  working  groups. 

— ^The  staff  may  meet  with  key  officials  to  resolve  disputes 
over  appropriate  program  directions.  - 

— ^The  staff  may  develop  and  propose  program  initiatives 
in  response  to  a  percieved  consumer  need  or  actual  requests 
for  rulemaking  by  the  Department  on  specific  consumer 
concerns. 

— ^The  staff  may  participate  in  program  reviews  or  program 
development  when  a  specific  consumer  interest  is  identified. 

— ^The  staff  may  also  participate  on  evaluation  panels  for 
research  contracts  awards  on  particularly  relevant  issues. 

II.  CONSUMER  PAR’nCIPA'nON 

The  Department  of  Housing  and  Urban  Development’s 
Consumer  Participation  Programs  are  designed  to  fulfill  the 
following  objectives: 

— ^To  provide  the  public  with  the  opportunity  for  input  into 
rulemaking  and  policy  or  program  development: 

— ^To  provide  consumer  educational  and  informational 
exchanges; 

— ^To  provide  technical  assistance  in  the  utilization  of 
available  program  resources; 

— ^To  facilitate  the  monitoring  of  program  input;  and 

— ^To  ensure  that  local  communities  are  providing  for 
citizen  participation  as  Congressionally  mandated  by  the 
Housing  and  Community  Development  Acts  of  1974  and 
1977. 

Stage  of  Agency  Decisionmaking  Participation  Begins 
1.  Rules 

— Departmental  procedures  as  outlined  in  HUD  Handbook 
010.1  (The  Rulemaking  Process)  require  that  a  drafting  office 
prepare  a  work  plan  for  each  routine  or  significant  rule  in 
order  to  outline  the  entire  rule  formulation  process  and 
facilitate  early  resolution  of  policy  issues. 
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The  drafting  office  must  indicate  in  its  work  plan  for  each 
significant  regulation,  the  methods  by  which  it  will  obtain 
public  participation  in  the  development  of  the  regulation. 

The  first  step  in  developing  the  plan  is  to  identify  who 
should  be  invited  to  comment  on  the  regulation.  Participants 
will  include: 

(a)  Those  persons  and  groups  to  whom  the  benefits  or 
obligations  of  the  regulation  are  directed; 

(b)  Those  persons  or  groups  who  assist  HUD  in  providing 
services,  such  as  counseling  agencies,  or  other  government 
agencies; 

(c)  Interest  groups,  such  as  civil  rights  or  consumer 
organizations;  and 

(d)  General  purpose  State  and  local  governments  and 
national  organizations  representing  those  general  purpose 
governments  which  notified  the  drafting  office  of  their 
interest  in  the  regulation  following  publication  of  the 
Semiannual  Regulations  Agenda. 

The  drafting  office  will  list  the  participants  in  the  public 
participation  portion  of  its  work  plan.  If  a  participating  group 
is  large,  the  drafting  office  will  ideiitify  the  method  by  which 
it  will  obtain  a  representative  sample  of  the  group. 

Each  work  plan  will  be  approved  by  the  Secretary/Under 
Secretary  or  a  designee.  Approval  may  be  conditioned  upon 
modification  of  the  work  plan  or  portions  of  the  work  plan 
may  be  approved  separately.  The  Secretary/Under  Secretary 
or  their  designee  will  request  the  assistance  and  advice  of 
the  Assistant  Secretary  for  NVACP  in  reviewing  the  public 
participation  section  of  the  work  plan.  The  consumer  affairs 
staff  will  report  to  the  Assistant  Secretary  on  whether  the 
drafting  office  will  be  taking  the  most  effective  steps  to 
encourage  early  public  participation  in  the  development  of 
the  rule.  The  Assistant  Secretary  will  make 
recommendations  to  the  Secretary /Under  Secretary 
regarding  the  sufficiency  of  this  section  of  the  plan. 

In  accordance  with  Section  10.20  of  the  HUD  Regulations 
(24  C.F.R.  Sec.  10.20)  any  interested  person  may  petition  the 
Secretary  of  HUD  for  the  issuance,  amendment,  or  repeal  of 
a  rule.  Each  petition  should:  (1)  be  submitted  to  the  Rules 
Docket  Clerk,  Room  5218,  Department  of  Housing  and  Urban 
Development,  Washington,  D.C.  20410;  (2)  set  forth  the  text 
or  substance  of  the  rule  or  amendment  proposed  or  specify 
the  rule  sought  to  be  repealed;  (3)  explain  Ae  interest  of  the 
petitioner  in  the  action  sought;  and  (4)  set  forth  all  data  and 
arguments  available  to  the  Petitioner  in  support  of  the  action 
sought. 

No  public  proceedings  will  be  held  specifically  about  the 
petition.  If  the  Secretary  finds,  after  consultation  with  the 
appropriate  program  office(s),  that  the  petition  contains 
adequate  justification,  a  rulemaking  proceeding  will  be 
initiated  or  a  final  rule  will  be  issued  as  appropirate.  If  the 
Secretary  finds  that  the  petition  does  not  contain  adequate 
justification,  the  petition  will  be  denied  by  letter  or  other 
notice,  with  a  brief  statement  of  the  grounds  for  denial.  The 
Secretary  may  consider  new  evidence  at  any  time;  however, 
repetitious  petitions  for  rulemaking  will  not  be  considered. 

In  light  of  the  Administrative  Procedure  Act  and  Executive 
Order  12044  (Improving  Government  Regulations)  the 
Department,  as  a  matter  of  policy,  requires  publication  in  the 
Federal  Register  of  a  Notice  of  Proposed  Rulemaking  with  a 
sixty-day  comment  period  for  each  significant  rule,  routine 
rule,  and  any  special  rule  treated  as  a  routine  rule.  The 
Notice  will  contain  either  the  form  or  substance  of  the 
proposed  rule  or  a  description  of  the  subjects  and  issues 
involved.  The  preferred  format  is  to  include  the  text  of  the 
proposed  rule  in  the  Notice. 


2.  Policies  and  Programs 

The  determination  of  the  actual  point  for  consumer 
participation  in  general  policy  and  program  development  not 
involving  rulemaking  is  left  to  the  discretion  of  the  drafting 
program  office.  The  public  participation  components 
employed  by  these  offices  may  include  consultation  with 
Advisory  Committees,  meetings  with  representatives  of 
affected  consumer  groups,  and  discussions  in  forums  and 
public  hearings. 

However,  the  principal  means  of  encouraging  public 
participation  at  the  early,  pre-drafting  stage  of  policy, 
program  and  rule  development  is  to  publish  an  Advance 
Notice  of  Proposed  Rulemaking  (ANPR)  in  the  Federal 
Register.  The  ANPR  will  briefly  outline: 

(a)  The  proposed  new  program  or  proposed  changes,  and 
why  they  are  needed; 

(b)  The  major  policy  issues  involved; 

(c)  A  request  for  comments,  both  specific  and  general,  as 
to  the  need  for  the  proposed  rule  and  the  provisions  that  the 
rule  might  include; 

(d)  If  appropriate,  a  list  of  questions  about  the  proposal 
that  will  elicit  detailed  comments; 

(e)  If  known,  an  estimate  of  the  reporting  and 
recordkeeping  requirements  likely  to  be  necessitated  by  the 
proposal;  and 

(f)  Where  comments  should  be  addressed  and  the  time 
within  which  they  must  be  submitted. 

When  an  ANPR  is  sent  to  the  Federal  Register  for 
publication,  HUD  will  mail  copies  of  the  ANPR  to  interested 
parties.  If  a  proposed  regulation  is  subsequently  published, 
the  drafting  office  will  mail  copies  of  it  to  the  same  parties 
who  received  the  ANPR, 

An  ANPR  will  be  published  for  each  significant  regulation, 
unless  the  Secretary/Under  Secretary  grants  an  exception 
based  upon  legitimate  and  pressing  time  constraints. 

In  addition  to  publishing  an  ANPR  and  a  proposed 
regulation,  the  drafting  office  may  provide  for  further  public 
participation  by  one  or  more  of  the  following  methods: 

(a)  Random  or  media  based  surveys; 

(b)  Panels,  conferences,  or  forums;  and 

(c)  Public  hearings. 

Avenues  of  Participation 
1.  Consumer  Forums 

Perhaps  the  most  visible  mechanism  for  informing 
consumers  about  HUD  and  soliciting  their  views  on  issues 
and  programs  has  been  the  Consumer  Forums.  These  forums 
are  designed  to  encourage  a  working  relationship  between 
HUD’s  program  offices  and  policymakers  and  the  consumers 
of  the  Department’s  programs.  Approximately  100  open 
consumer  forums  have  been  held  in  the  past  12  months, 
focusing  on  major,  timely  issues.  The  forums  are  of  three 
types:  national,  state  and  local. 

Several  national  forums  are  held  annually.  They  are 
generally  conducted  in  Washington,  D.C.  The  forums  serve 
as  catalysts  for  discussions  on  issues  of  concern  to  the 
Department  and  the  public.  Staff  from  the  specific  programs 
being  discussed  are  present  and  take  part  in  discussions 
with  representatives  of  industry,  consumers  and  government. 
Assistant  Secretaries  make  presentations  at  these  forums. 
Occasionally  the  Secretary  and  Under  Secretary  are 
participants. 

Eighty  to  ninety  local  consumer  forums  are  planned 
annually  throughout  the  country  by  HUD  field  offices.  The 
intent  of  these  meetings  is  to  inform  consumers  about  HUD 
programs  and  solicit  their  views  on  program  performance. 
Area  Office  Managers  or  Regional  Administrators  make 
major  presentations  at  virtually  all  of  these  forums.  Other 
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HUD  field  staff  serve  as  panelists  and  workshop  leaders.  In 
addition,  there  is  generally  representation  on  the  panels  by 
State  and  local  officials,  community  organizations, 
consumers  and  private  business  firms  involved  in  HUD 
programs.  Audiences  average  from  100  to  250  people. 

Approximately  fifteen  states  per  year  conduct  State 
Consumer  Forums  on  behalf  of  HUD.  These  forums  are 
structured  to  pull  state  and  HUD  resources  together  to  jointly 
address,  in  a  public  setting,  major  consumer  issues  in 
housing  and  community  development.  The  state  offices 
involved  include  housing  and  community  development, 
urban  affairs,  housing  finance,  and  consumer  affairs. 

The  state  agencies  develop  the  forums  to  acquaint  the 
public  with: 

(a)  HDD’s  programs  and  personnel: 

(b)  City/state/Federal  role  in  housing  and  community 
development; 

(c)  Ways  in  which  the  public  can  help  government  meet  its 
needs; 

(d)  Ways  in  which  the  public  could  provide  feedback  on 
the  effectiveness  of  HDD's  state  and  local  programs; 

(e)  Ways  in  which  the  Federal,  state  and  local  agencies 
may  meet  the  public’s  needs; 

(f)  Community  Development  Block  Grant  Entitlement 
Cities; 

(g)  Office  of  Housing  Finance; 

(h)  Consumer  Affairs  Office; 

(i)  State  Economic  Opportunity  Office: 

(j)  State  legislative  committees  that  have  jurisdiction  over 
HUD  issues;  and 

(k)  Consumer,  neighborhood  and  commimity  groups. 

They  are  encouraged,  where  appropriate,  to  invite  either 

HUD  Area  Office  Managers,  Regional  Administrator,  or 
Assistant  Secretaries  as  speakers. 

2.  Consumer  Network- 

HUD  has  established  a  Consumer  Network  that  now 
numbers  approximately  24,000  groups  and  individuals.  It  is  ■ 
composed  of  local  consiuners  and  community  groups, 
national  organizations,  state  and  local  consumer  affairs 
agencies,  tenant  associations,  public  housing  authorities  and 
other  groups  or  individuals  who  request  that  they  be  listed  in 
the  Network.  It  also  includes  groups  with  special  concerns, 
such  as  women,  Spanish-speaking  individuals,  Indians,  the 
elderly,  and  coalitions  working  on  speciHc  issues.  The 
Consumer  Network  is  a  computerized  system  with  the  ability 
to  assemble  and  update  various  mailing  lists,  cross-indexed 
by  consumer  interests  in  Department  al  policies  or  programs. 
This  system  has  the  capacity  to  limit  its  distribution  to  any 
State  or  Regional  jurisdiction. 

3.  Consumer  Newsletter 

A  monthly  Consumer  Bulletin  is  sent  to  the  entire 
Consumer  Network  highlighting  HUD  activities  and  soliciting 
comments.  A  Consiuner  Notice  is  distributed  only  to  those 
consumers  who  have  expressed  an  interest  in  a  speciffc 
topic.  It  announces  upcoming  consumer  forums  and  provides 
background  material  on  the  issues  and  programs  to  be 
discussed. 

4.  Mailings 

Director  solicitation  of  comments  about  major  regulations 
is  conducted  by  sending  mailings  of  published  proposed 
regulations,  with  a  cover  letter  highlighting  the  major  issues, 
to  various  groups  and  individuals  to  ensure  that  they  have 
notice  of  the  proposal  and  to  encourage  them  to  formally 
comment.  These  are  groups  and  individuals  from  the 
Consumer  Network  who  have  indicated  an  interest  in  the 
particular  subject  matter.  Mailings  are  also  made  to  special 


consumer  groups,  such  as  Hispanics,  Indians,  and  women,  on 
issues  directly  related  to  their  interests. 

5.  Informal  Working  Groups 

These  small  groups  of  consumers  and  consumer 
representatives  are  brought  together  to  discuss  a  particular 
issue.  The  working  groups  then  prepare  papers  stating  their 
views  and  recommended  HUD  actions. 

6.  Advisory  Committees. 

When  it  is  desirable  that  a  group  of  consumers  and 
consumer  represenatives  meet  on  a  regular,  long-term  basis 
with  HUD  staff  to  discuss  a  particularly  important  issue  or 
program,  an  Advisory  Committee  is  established.  This  is 
mandated  by  the  Federal  Advisory  Committee  Act. 

Analysis  of  Consumer  Concerns 

With  regard  to  rulemaking,  the  preamble  to  a  final 
regulation  is  required  by  HUD  procedures  to  include  an 
analysis  of  significant  comments  submitted  regarding  the 
previously  published  proposed  rule.  The  preamble  also 
explains  why  comments  were  or  were  not  adopted.  Prior  to 
publication  of  a  final  regulation,  the  consumer  affairs  staff  in 
the  Office  of  Policy  and  Program  Development  reviews  the 
preamble  to  evaluate  its  adequacy.  The  consumer  affairs 
staff  reads  and  takes  detailed  notes  on  the  public  comments 
submitted  on  the  proposed  rule  so  that  they  may  check  on 
how  the  final  regulation  responds  to  the  comments.  When 
the  consumer  affairs  staff  identifies  an  issue  which  appears 
to  have  a  negative  impact  on  consumers,  or  when  the 
comments  raise  an  issue  which  the  staff  determines  was  not 
adequately  addressed  by  the  responsible  program  official, 
then  the  Assistant  Secretary  for  NVACP  attempts  to  resolve 
the  matter  with  the  program  office.  If  NVACP  and  the 
Program  Office  cannot  agree  on  a  resolution,  the  issue  may 
then  be  escalated  to  the  Under  Secretary  or  the  Secretary  of 
HUD  for  a  decision. 

In  addition  to  the  formal  rulemaking  process,  when  an 
issue  has  been  highlighted  and  consumer  views  solicited 
through  one  of  the  avenues  of  participation  previously 
discussed,  those  views  are  analyzed,  presented  to,  and 
discussed  with  responsible  HUD  program  officials.  The 
objective  is  to  affect  current  or  future  rulemaking  and 
program  design  by  insuring  that  the  consumer  viewpoint  has 
been  presented  and  considered. 

A  Consumer  Affairs  Working  Group  is  designated  by  the 
Area  Managers  for  the  Area  Offices  and  the  Regional 
Administrators  for  the  Regional  Offices.  The  groups  consist 
of  representatives  for  the  Office  of  Housing,  Community 
Planning  and  Development,  Fair  Housing  and  Equal 
Opportunity  and  NVACP.  This  group’s  primary  responsibility 
is  to: 

a.  Identify  issues  or  topics  for  public  discussion; 

b.  Determine  processes  to  be  used  in  acquiring  public 
participation; 

c.  Acquire  Departmental  consensus  on  the  topic  and 
agenda  for  local  consumer  forums; 

d.  Allocate  resources  and  responsibilities  within  the 
Department  for  pre-  and  post-forum  activities;  and 

e.  Ensure  analysis  and  appropriate  responses  to  all  issues 
raised  by  the  public  during  a  consumer  forum. 

Following  each  Consumer  Forum,  the  Consumer  Affairs 
Working  Group  prepares  an  evaluation  which  is  transmitted 
to  the  Assistant  Secretary  for  Neighborhoods,  Voluntary 
Associations  and  Consiuner  Protection  which  describes  the 
forum  design,  audience  mix,  major  issues  raised,  and  their 
recommendations  and  commitments  of  the  Area  Offices  to 
respond  to  specific  concerns.  This  report  includes:  (1)  a 
classification  of  the  issues  as  “program”  or  “policy”;  (2)  an 
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analysis  and  discussion  of  the  issues  and  sub-issues  raised; 
(3)  the  position  of  the  Department,  private  sector  and 
consumers  on  each  issue;  (4)  a  discussion  of  the 
commitments  made  by  HUD  officials  during  the  forum;  (5)  a 
discussion  of  the  action  plan  developed  by  the  Working 
Group  and  approved  by  the  Area  Manager  to  respond  to  the 
program  issues;  (6)  recommendations  for  action  by 
Headquarters  in  response  to  policy  issues;  and  (7)  a  schedule 
for  resolving  program  issues  and  reporting  the  resolution  to 
Headquarters. 

The  Assistant  Secretary  for  NVACP  reviews  the  policy 
related  issue  from  the  evaluation  report  and  makes  a 
recommendation  to  the  appropriate  Wmary  Organization 
Head  (POH)  for  policy  changes.  If  the  POH  agrees  with  the 
policy  recommendation  it  is  incorporated  into  a  new  policy 
statement  that  is  issued  by  the  Department.  If  the  program 
POH  disagrees  with  the  recommendation  of  the  Assistant 
Secretary  for  NVACP,  the  matter  may  be  appealed  to  the 
Secretary/Under  Secretary. 

On  program  related  issues,  the  Consumer  Liaison  Division 
staff  monitors  the  Field  Offices’  responses  to  the  issues 
raised  in  the  Consumer  Forum  and  makes  recommendations 
for  action  when  there  is  non-compliance  with  the  evaluation 
report. 

Failures  to  comply  with  evaluation  reports  are  discussed 
in  the  Executive  Management  Meeting,  at  which  time  the 
Regional  Administrator  must  provide  the  Secretary /Under 
Secretary  an  explanation  for  the  failure  to  meet  the  goals. 

Notice  to  Consumers  of  Opportunities  to  Participate  in 
Decisionmaking 

Consumer  Notices  are  sent  to  the  members  of  the 
previously  described  Consumer  Network  to  provide 
information  concerning  forums,  special  meetings,  newly 
proposed  regulations,  and  any  other  significant  matters.  In 
addition,  the  Office  of  Public  Affairs  notifies  the  local  news 
media  each  time  a  Consumer  Forum  is  scheduled. 

III.  INFORMATIONAL  MATERIALS 
Agency  Information  Services 

Public  understanding  and  support  of  the  Department  are 
largely  the  result  of  effective  communications  among  the 
employees,  and  with  the  constituencies  of  HUD,  the  general 
public,  the  press,  and  Congress.  Greater  public 
understanding  and  participation  are  achieved  through  the 
coordination  of  public  communication  activities.  The  highest 
priority  goes  to  the  creation  of  effective  instruments  which 
inform  and  educate  the  consumer  about  HUD's  mission, 
goals,  and  aspiration. 

1.  Usefulness  of  Current  Material 

Over  600  Departmental  publications  are  currently  in  print 
and  readily  available  to  the  public  which  identify  the 
Department’s  responsibilities,  programs  and  services;  inform 
the  general  public  about  the  procedures  for  participation  in 
HUD  programs;  and  educate  the  consumer  about  major 
problems  and  issues  relating  to  housing  and  community 
development.  HUD  program  offices  produce  brochures  and 
fact  sheets  on  each  program  which  are  updated  when 
changes  in  the  program  areas  have  occurred.  Ninety-nine 
percent  of  these  publications  have  been  produced  or  revised 
in  the  last  ten  years. 

The  Office  of  Policy  Development  and  Research  (PD&R)  is 
the  research  arm  of  HUD.  The  Assistant  Secretary  for  PD&R 
is  the  principal  advisor  to  the  Secretary  for  overall 
Department  policy,  program  evaluation,  and  research.  The 
Office  focuses  on  six  areas:  the  cost  of  housing;  urban 
economic  development;  public  Hnance  and  tax  policy; 
housing  for  special  users — the  elderly  and  the  handicapped; 


neighborhood  reinvestment  and  revitalization:  housing 
market  discrimination  and  racial  integration:  and  alternative 
housing  finance  mechanisms.  The  Department  believes  that 
the  public  should  have  access  to  (and  make  its  own 
judgments  about)  the  information  which  is  or  may  be  the 
foundation  for  the  formulation  of  overall  policy  and  the 
development  of  program  initiatives.  Therefore,  the  Office  of 
PD&R  is  making  efforts  to  disseminate  the  results  of  its 
research  to  the  widest  public  audience. 

A  Consumer’s  Primer  of  HUD,  which  explains  how  the 
Department  works  and  its  major  programs,  is  being  revised 
and  is  scheduled  for  publication  during  FY  81.  Brochures 
with  pictures  and  diagrams  explaining  the  functions  of  the 
Office  of  Consumer  Affairs  and  procedures  for  consumer 
participation  also  have  been  developed.  The  Office  of  Public 
Affairs  has  developed  a  booklet  entitled  More  Than  Shelter 
which  describes  HUD’s  programs  in  “Plain  English”  with 
photographs  for  consumers.  An  information  book 
summarizing  all  HUD  programs  (whether  active  or  inactive) 
is  produced  annually  by  the  Office  of  Public  Affairs.  Films, 
slide  presentations  and  exhibits  are  prepared  at  the  request 
of  the  program  offices  and  used  at  public  conferences  and 
meetings  with  trade  organizations. 

Requests  for  reprixfting  of  these  materials  are  reviewed  by 
the  initiating  office  and  the  Department’s  Publications  and 
Information  Division  (P&ID).  If  the  publication  has  been  in 
print  for  an  extended  amount  of  time  or  there  have  been 
significant  changes  in  the  subject  area,  P&ID  may  suggest 
that  the  program  office  examine  the  publication  and  make 
any  necessary  revisions. 

2.  Plans  for  Improvement 

Due  to  inadequacies  identified  over  the  past  years  by  HUD 
staff  or  by  outside  groups  and  individuals,  several  new 
materials  or  methods  for  communicating  with  HUD’s 
clientele  have  been  developed  for  FY  1980. 

These  include: 

— A  continuation  of  the  FY  1979  initiative  Women  and 
Mortgage  Credit  Campaign.  The  Campaign  is  specifically 
designed:  (1)  to  educate  women  about  the  availability  of 
credit  for  home  mortgages,  and  about  past  and  current 
discriminatory  practices;  and  (2)  inform  lending  institutions 
about  the  credit  worthiness  of  women.  During  FY  1980,  the 
Campaign  will  be  brought  to  women  and  lending  institutions 
via  public  service  announcements  on  T.V.,  radio,  and 
newspapers.  The  Office  of  Policy  Development  and  Research 
monitors  this  campaign  through  a  contract  with  an  outside 
consultant. 

— The  Neighborhood  Information  Sharing  Exchange  (NISE) 
is  a  working  network  of  active  neighborhood  organizations. 
Its  purpose  is  to  share  the  valuable  know-how  that  is  being 
developed  by  its  member  participants.  The  network  is 
putting  people  in  touch  to  share  information  and  to  solve  real 
problems  concerning  specific  projects  and  programs.  NISE 
maintains  information  on  community  groups,  neighborhood 
issues,  support  groups  and  Federal  programs.  The  focus  of 
this  information  is  a  knowledge  of  organizations,  their 
current  projects  and  the  names  of  the  people  who  are  to  meet 
the  information  needs  of  neighborhood  organizations,  and  is 
funded  by  the  Office  of  Neighborhood  Development  under 
the  Assistant  Secretary  for  NVACP.  It  operates  outside  the 
HUD  Headquarters  at  K  Street,  N.W.,  Washington,  D.C.,  and 
is  maintained  by  an  outside  contractor. 

— HUD  has  developed  a  film  about  an  energy  conservation 
conference  held  in  1978.  The  film  is  designed  to  encourage 
local  groups  to  undertake  the  same  type  of  conference 
activity.  HUD  will  develop  more  of  this  kind  of  consumer 
oriented-films.  The  energy  film,  and  other  materials  not  yet 
developed,  will  be  distributed  to  HUD  Area  and  Regional 
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Offices  and  to  other  Federal  Agencies  which  indicate  an 
interest  in  the  particular  consumer  item.  Also,  the 
availability  of  the  material  will  be  made  known  through 
HUD’s  consumer  mailing  list  as  well  as  through  the  White 
House  consumer  bulletin. 

— ^The  Office  of  the  Assistant  Secretary  for  NVACP  has 
prepared  a  resources  catalog  to  assist  neighborhood 
organizations  in  locating  sources  of  financial  assistance 
(including  grants,  contracts,  loans  and  loan  guarantees)  and 
technical  assistance  offered  by  the  Federal  Government. 
This  catalog  is  intended  as  a  resource  tool  for  neighborhood 
organizations  seeking  Federal  assistance  in  carrying  out 
their  programs.  The  catalog,  Neighborhood  Oriented 
Programs  of  the  Federal  Government  (HUD-542-NVACP),  is 
not  a  comprehensive  listing  of  all  Federal  Programs,  but 
highlights  many  of  the  programs  of  greatest  interest  to 
neighborhood  groups. 

— The  Department  will  initiate  a  series  of  Public  Service 
Announcements  (PSA’s)  for  television  aimed  at  informing 
consumers  about  such  subjects  as: 

a.  The  Real  Estate  Settlement  Procedures  Act 

b.  Lead-Based  Paint  Poisoning  Prevention 

c.  Fair  Housing 

d.  Housing  Counseling 

3.  Officials  Responsible  for  Consumer  Information  Program 

The  Communication  Review  Board  was  established  to 
assist  and  advise  in  the  development  of  the  Departmental 
public  communication  plan.  This  Board  provides  the 
mechanism  for  information  interchange  between  the  various 
operating  offices.  Through  it,  the  public  affairs  expertise  of 
the  Department  is  available  during  the  planning  stages  of 
various  Department  public  communication  programs.  Public 
communication  activities  of  the  Department  are  conceived 
and  executed  to  achieve  the  most  far-reaching  effect  on  the 
greatest  number  of  interested,  concerned  and  affected 
citizens.  Such  a  board  provides  coordinated  planning  and 
evaluation  and  permits  the  long-range  policy  guidance 
'essential  to  a  Departmental  information  program. 

The  responsibilities  of  the  Communication  Review  Board 
are  to: 

a.  Advise  the  Assistant  to  the  Secretary  for  Public  Affairs 
of  all  public  communication  requirements  and  plans  within 
the  Department: 

b.  Assist  in  the  evaluation  of  communication  program 
effectiveness: 

c.  Assist  the  Assistant  to  the  Secretary  for  Public  Affairs 
in  the  development  of  a  coordinated  communication 
program: 

d.  Provide  a  medium  for  exchange  and  cooperation 
between  two  or  more  program  areas  with  common 
information  program  requirements: 

e.  Provide  guidance  and  assistance  on  communication 
programs  for  those  areas  which  do  not  have  on-staff 
capabilities: 

f.  Have  prepared  a  complete  and  annotated  bibliography 
of  Departmental  publications  and  review  the  bibliography 
annually,  updating,  eliminating  and  adding  as  required  by 
program  activity  changes:  and 

g.  Assist  in  the  development  of  long-range  and  annual 
communication  plans  in  support  of  the  policies  and 
strategies  of  the  Secretary  and  develop  in  conjunction  with 
the  Assistant  to  the  Secretary  a  departmental 
communications  operating  plan. 

The  Review  Board  consists  of  representatives  from  the 
following  organizations: 

Housing 

Community  Planning  and  Development 

Fair  Housing  and  Equal  Opportunity 


Administration 

Policy  Development  and  Research  " 

Neighborhoods,  Voluntary  Associations  and  Consumer 
Protection  (who  represents  the  consumer  perspective) 

Field  Coordination 

International  Affairs 

Government  National  Mortgage  Association 

Inspector  General 

Public  Affairs  (Chairing) 

The  Assistant  to  the  Secretary  for  Public  Affairs  issues  an 
annual  call  to  the  Offices  of  Assistant  Secretaries  of  the 
Department  to  determine  the  total  public  communication 
requirements  for  the  upcoming  fiscal  year.  The  assistant 
Secretaries  will  advise  the  Assistant  to  the  Secretary  for 
Public  Affairs  of  their  total  annual  public  communication 
requirements  through  their  respective  representatives,  who 
have  been  designated  to  serve  on  the  Communication 
Review  Board. 

The  assistant  to  the  Secretary  for  Public  Affairs  will 
extend  to  all  Assistant  Secretaries  the  expert  advice  and 
guidance  of  public  information  specialists  when  requested 
for  development  or  assistance  in  the  development  of 
comprehensive  program  communication  requirements. 

The  Communication  Review  Board,  under  the  direction  of 
the  Assistant  to  the  Secretary  for  Public  Affairs,  establishes 
a  Departmental  communications  operating  plan  which: 

a.  Accommodates  the  various  program  communication 
needs: 

b.  Establishes  priorities  for  response  to  the  department’s 
total  communications  need: 

c.  Provides  for  the  elimination  of  repetitive  or  conflicting 
program  publication  requirements: 

d.  Provides  for  the  coordination  of  duplicative  or  similar 
requirements  in  multiple  program  areas: 

e.  Provides  for  contingency  adjustments  as  required;  and 

f.  Provides  for  the  input  of  expert  guidance  for  all 
communications. 

The  Assistant  to  the  Secretary  advises  the  Secretary  of  the 
annual  communications  operating  plan.  The  Communication 
Review  board  needs  monthly  to  review  all  public 
comunication  requests  directed  to  the  Assistant  to  the 
Secretary  for  Public  Affairs  and  to  consider  any  requests  for 
adjustments  to  the  operating  plan  made  by  representatives 
to  the  Review  Board. 

A  Communication  Review  Board  review  of  the  initial 
publication  or  other  communication  vehicle  concept  is 
mandatory  during  the  planning  stage  and  the  Board  reserves 
the  right  to  review  all  materials  through  all  stages  following 
approval  of  the  annual  operating  plan.  Such  further  reviews 
may  be  requested  at  the  writing,  editing,  layout,  procurement 
or  subsequent  production  stages. 

The  Board  also  reviews  any  publication  for  effectiveness 
at  any  time  after  printing  and  distribution.  A  review  for 
publication  effectiveness  shall  be  mandatory  before  any 
existing  publication  is  authorized  for  reprinting. 

All  requests  for  publications  and  other  communication 
vehicles  are  directed  initially  to  the  Assistant  to  the 
Secretary  for  Public  Affairs.  All  requests  shall  clearly 
identify  the  specific  purpose  and  the  particular  “audience"  to 
whom  the  publication  would  be  directed. 

The  Office  of  Public  Affairs  chairs  the  meetings  of  the 
Communication  Review  Board. 

The  Office  of  Public  Affairs  in  cooperation  with  the  Office 
of  Administration’s  Publications  Division.  Prepares  the 
agenda  for  each  meeting  as  well  as  the  annual  plan,  and 
upon  direction  of  the  Board,  makes  periodical  adjustments  to 
the  plan. 
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and  fact  sheets  to  program  reports,  have  been  distributed  as 
part  of  this  program. 

HUD  USER  is  a  computer-based  information  service 
created  by  the  Department  to  serve  the  public.  It  offers  a 
variety  of  products  and  services  designed  to  bring  the 
consumer  the  results  of  HUD-sponsored  research  easily  and 
rapidly.  Personalized  literature  searches  from  HUD  USER’S 
computerized  data  base  may  be  used  to  answer  the 
consumer’s  questions.  Summaries  of  research  results  are 
provided  through  (1)  The  Compendium — a  semiannual 
annotated  catalog  of  HUD-spohsored  research  results,  and 
(2)  Recent  Research  Results — a  bimonthly  bulletin 
announcing  the  latest  reports  by  the  Office  of  Policy 
Development  and  Research  research  reports.  Special 
products  including  topical  bibliographies,  brochures,  and 
announcements  of  important  future  research  also  are 
provided  through  the  service.  HUD  USER  is  also  a  document 
distribution  service  which  supplies  the  public  with  copies  of 
research  results.  Through  the  data  base  the  public  may  be 
able  to  find  and  use:  published  and  unpublished  reports  of 
HUD-sponsored  research,  research  summaries,  reports  of 
internal  HUD  activities  and  initiatives,  and  guides  for 
laymen  and  professionals.  The  data  base  includes,  but  is  not 
limited  to,  the  following:  building  technology,  community 
development,  conserving  communities,  economic 
development  and  public  finance,  elderly  and  the 
handicapped,  energy  and  utilities,  environmental  research, 
financial  management,  housing  finance,  housing 
management,  and  housing  programs. 

Information  on  Agenda  of  Public  Meetings 

The  open  meetings  sponsored  by  HUD  program  offices  are 
essentially  informational  meetings.  The  stated  purpose  of 
these  meetings  is  to  inform  the  public  about  the 
Department’s  responsibilities,  services  and  programs.  It  is 
assumed  that  the  individuals  in  attendance  come  to  the 
meeting  with  limited,  if  any,  knowledge  about  the  program 
area  to  be  discussed.  The  informational  materials  on  the 
specific  subject  of  the  meeting  are  assembled  by  the 
sponsoring  office  and  distributed  at  the  meeting  in 
informational  folder-packets.  Additional  information  about 
other  HUD  programs  are  readily  available  to  the  public  at 
these  meetings. 

IV.  EDUCATION  AND  TRAINING 
Areas  in  Which  Training  Provided 


4.  Manner  of  Distribution 

In  addition  to  the  Consumer  Bulletins,  the  Office  of 
neighborhood  Development,  under  the  Assistant  Secretary  of 
NVACP,  periodically  publishes  "Alert  Memos."  The  Alert 
Memos  provide  updated  information  on  the  programs  of 
HUD  and  other  Federal  agencies  which  are  relevant  and 
accessible  to  neighborhood  organizations.  These  memos  are 
sent  to  an  expanding  national  network  of  neighborhood 
organizations  and  individuals.  As  of  October  1979  the 
mailing  list  included  5,600  organizations  and  individuals. 

HUD  also  has  a  Public  Information  Center  in  its  ' 

Headquarters  Office  where  one  may  obtain  informational 
materials  about  programs  as  well  as  technical  and  research 
publications.  Each  Area  and  Regional  HUD  Office  has 
program  materials  for  distribution  to  the  public.  Often 
information  about  HUD  activities  of  interest  to  consumers  is 
made  available  to  national  magazines  and  regional  and  local 
journals. 

Television  spots  are  occasionally  used  to  highlight  specific 
consumer  issues.  These  television  spots  are  often  followed- 
up  by  newsletters  and  consumer  forums.  Films  and  slide 
presentations  are  shown  at  most  consumer  Forums.  Press 
conferences  are  frequently  held  in  conjunction  with  these 
meetings  and  press  releases  are  always  prepared  and  sent  to 
the  local  news  media,  announcing  the  meetings.  Consumer 
Forums,  public  hearings  and  seminars  are  preceded  by 
careful  background  work,  such  as  selected  participants  and 
HUD  staff  researching  and  writing  discussions  papers. 
Packages  of  informational  materials  about  a  specific  issue  or 
program  are  distributed  at  these  meetings. 

The  Product  Dissemination  and  Transfer  Division  of  the 
Office  of  Policy  Development  and  Research  (PD&R)  is 
responsible  for  assuring  that  HUD  constituents  have  access 
to  research  products  and  programs.  The  constituent 
population  includes  state  and  local  public  officials,  members 
of  the  building  industry,  representatives  of  neighborhood 
organizations,  researchers  in  universities,  and  consumers. 
Highlights  of  the  Division’s  dissemination  program  include: 

(a]  Publications  especially  for  consumers  on  selected 
subjects  have  been  prepared  and  disseminated.  Examples  of 
this  type  of  publication  include  “The  Energy-Wise  Home 
Buyer”  and  “In  the  Bank .  .  .  or  Up  the  Chimney?” 

(b)  The  Division  also  has  developed  new  types  of 
publications  which  summarize  research  results  [bi-monthly 
bulletins,  flyer,  with  order  forms)  which  are  designed  to  give 
the  user  enough  information  to  decide  whether  to  order  the 
full  report. 

National  Solar  Heating  and  Cooling  Information  Center 

The  HUD  solar  demonstration  program  has  as  one  of  its 
major  activities  the  development  and  dissemination  of 
information  on  solar  energy  to  the  housing  industry  and  its 
customers.  The  principal  mechanism  used  to  provide  this 
information  to  the  public  is  the  National  Solar  Heating  and 
Cooling  Information  Center.  The  Center,  which  is  a  part  of 
Philadelphia’s  Franklin  Institute,  is  funded  under  a  HUD 
contract  and  supports  the  HUD  and  Department  of  Energy 
solar  programs. 

The  Center  was  established  to  provide  an  interacting 
response  mechanism,  to  help  interested  people  ask  the  right 
questions,  and  to  provide  answers.  Established  in  October, 
1977  the  Center  staff  have  thus  far  responded  to  over  390,000 
telephone  calls  (using  toll-free  WATS  service)  and  almost 
200,000  letters  requesting  information.  Other  activities  of  the 
Center  include  managing  exhibits  at  many  energy  fairs,  and 
carrying  out  a  program  of  exhibits  in  75  shopping  malls  in 
eleven  major  metropolitan  areas  around  the  nation.  Several 
million  copies  of  various  publications,  from  bibliographies 


The  Department  has  a  substantial  professional  staff  in 
Headquarters  which  has  performed  most  of  the  activities 
outlined  in  this  program  for  several  years.  It  is  not 
anticipated  that  the  Department  will  need  to  develop  or  offer 
specialized  training  to  existing  Headquarters  personnel  in 
consumer  participation,  complaint  handling  and  preparation 
of  informational  and  educational  materials.  Recruiting 
procedures  and  on-the-job  orientation  processes  will  insure 
that  the  Headquarters  professional  staff  will  have  the 
requisite  skills  to  meet  their  responsibilities  under  this 
program. 

The  Neighborhoods  and  Consumer  Affairs  Representatives 
and  the  Citizen  Participation  Specialists  receive  annual 
training  to  increase  their  skills  and  abilities  to  perform  the 
consumer  affairs  functions  outlined  in  the  Consumer  Affairs 
Perspective  section  of  this  program. 

Responsibility  for  Educating  Staff  Members  About  Consumer 
Program 

The  Department,  under  authority  of  Government 
Employees  Training  Act  of  1958  (Chapter  41  of  Title  5,  United 
States  Code),  annually  directs  Headquarters  and  Regional 


Federal  Register  /  Vol.  45,  No.  112  /  Monday,  June  9,  1980  /  Notices 


39015 


management  to  survey  the  training  needs  of  its  employees. 
This  Annual  Needs  Survey,  conducted  in  conjunction  with 
the  operating  plan  process,  requires  an  identification  of  the 
needs  of  both  Headquarters  and  Field  employees.  When  all 
needs  are  identified,  it  can  then  be  determined  whether  they 
will  be  met  by  1)  Headquarters  (through  the  National 
Training  Center):  2)  Regions  designing  their  own  training 
program:  or  3)  non-HUD  source  training  resources  for  those 
needs  not  met  by  either  1  or  2. 

— The  Assistant  Secretary  for  Administration  is 
responsible  for  the  direction  as  well  as  the  overall 
coordination  of  training  for  the  entire  Department. 

The  Assistant  Secretaries  for  NVACP  and  CPD  annually 
survey  the  training  needs  of  their  consumer  affairs  staffs. 

The  Program  Training  Coordinators  (PTCs)  are  then 
instructed  to  work  with  the  program  directors  to  develop 
annual  training  packages,  which  will  enhance  the  staff  s 
ability  to  perform  their  consumer  affair  functions.  The  PTC 
for  NVACP  is  located  in  the  Personnel  and  Administrative 
Services  Division  of  the  Office  of  Management  and  Field 
Support.  The  Program  Training  Coordinator  for  CPD  is  found 
in  the  Training  and  Operational  Performance  Division  of  the 
Office  of  Field  Operations  and  Monitoring. 

Method  of  Education 

HUD  will  conduct  briefing  sessions,  including  a  slide  show 
for  all  of  the  Assistant  Secretaries’s  offices  within  HUD. 
These  briefings  will  explain  the  Executive  Order,  HUD’s 
policy  and  program  response  and  the  implementation 
strategy. 

The  Assistant  Secretary  for  NVACP  will  provide  the 
Secretary’s  Principal  Staff  a  short  summary  of  the  Executive 
Order  and  the  proposed  plans  at  Principal  Staff  Meeting. 

The  staff  of  the  Office  of  Consumer  Affairs  in  conjunction 
with  the  Office  of  Public  Affairs  will  prepare  a  video 
cassette  film  and  a  slide  presentation  about  the  Executive 
Order,  the  new  Federal  policy  and  HUD’s  programs  and 
policies  developed  in  response  to  the  Order.  The  audiences 
will  include: 

(a)  Regional  Administrators  and  Area  Managers 

(b)  Headquarters  and  Field  Staff 

(c)  Neighborhood  and  Consumer  Affairs  Representatives 

(d)  HUD’S  consumers 

A  special  brieRng  will  be  held  at  the  HUD  Executive 
Management  Review  meeting  (an  internal  management 
meeting)  in  which  Regional  Administrator,  Area  managers 
and  Assistant  Secretaries  meet  to  discuss  program  and 
policy  implementation  strategies. 

When  appropriate  Departmental  Handbooks  will  be 
issued  or  revised  to  provide  information  of  a  permanent 
nature  (including  policies,  instructions,  guidance,  procedures, 
forms  and  reports)  for  use  by  HUD  staff  and/or  program 
participants  regarding  the  Department’s  consumer  affairs 
activities. 

The  importance  of  being  timely  and  responsive  to 
complaints  is  stressed  to  all  HUD  employees  by  the  Primary 
Organization  Heads.  The  Consumer  Complaints  Division  is 
developing  several  methods  for  instructing  employees  on 
how  to  be  responsive.  A  guidance  manual  has  been  prepared 
which  outlines  what  is  expected  of  complaint  handlers  at 
each  step  of  the  complaint  handling  process.  A  video 
package  for  HUD  employees  on  complaint  handling  is  also 
under  development. 

Selecting  Consumers  and  Organizations  To  Receive 
Assistance 

Procedures  may  be  established  which  specify  certain 
periods  during  the  administrative  process  when  citizens  may 
affect  the  decisionmaking  process.  The  Department  will 


review  several  approaches  for  providing  assistance  to 
consumers  and  their  organizations  which  would  encourage 
their  participation  and  enhance  the  effectiveness  of  their 
input. 

HUD  personnel  currently  answers  technical  and 
procedural  questions,  and  assist  consumers  and  groups  in 
the  preparation  of  applications,  forms  and  other  documents. 

The  Department  also  has  a  Technical  Assistance  Program 
which  is  designed  to  transfer  skills  and  knowledge  in 
planning,  developing,  and  administering  the  Community 
Development  Block  Grant  program  to  eligible  applicants  who 
have  a  need  for  this  assistance.  For  example,  the 
Neighborhood  Development  Division  of  the  Office  of 
Neighborhood  Self-Help  Development  under  the  Assistant 
Secretary  for  NVACP  provides  technical  advice  and 
assistance  on  neighborhood  development/revitalization/ 
stabilization  to  Federal,  State  and  local  government 
agencies,  private  industry,  and  neighborhood  organizations 
and  groups.  The  Community  Planning  and  Development 
Division  of  the  Area  Offices  is  providing  Training  and 
Technical  Assistance  on  Citizen  Participation  policies, 
regulation,  techniques  and  methodologies  to  State  and  local 
agencies,  affected  citizen  groups  and  professional 
organizations. 

V.  COMPLAINT  HANDUNG 

The  need  for  housing,  the  need  for  protection  from  the 
elements,  is  one  of  the  basic  physiological  requirements  for 
human  survival.  Complaints  about  the  availability  and 
condition  of  housing  in  the  United  States  are  likely  to  be 
expressed  to  a  wide  spectrum  of  public  and  private  officials. 
The  Department  of  Housing  and  Urban  Development  is  the 
agency  charged  with  the  responsibility  for  assisting  the 
President  in  achieving  maximum  coordination  of  the  various 
Federal  activities  affecting  housing  and  community 
development.  It  is,  therefore,  likely  that  the  various  types  of 
complaints  about  housing  and  activities  affecting  housing 
will  be  received  by  this  agency  through  a  variety  of  sources, 
including  direct  consumer  contact  with  Department  officials 
in  Headquarters  and  Field  Offices,  and  referrals  from  the 
White  House,  Congress  and  other  local,  state,  and  Federal 
agencies. 

Since  the  means  for  complaint  resolution  has  not  been 
centralized  within  the  Department,  no  effort  has  been  made 
to  establish  a  central  point  of  entry  into  the  Department  for 
all  consumer  complaints.  If  the  individual  is  able  to  reach 
directly  the  official  who  is  most  capable  of  resolving  their 
complaint,  then  HUD  does  not  wish  to  impose  a 
communications  structure  which  may  hinder  that  direct 
contact.  However,  the  Department  is  committed  to  the 
maintenance  of  a  system  for  complaint  handling  which 
tracks  and  monitors  the  resolution  of  consumer  complaints. 
The  overall  purposes  of  HUD’s  consumer  complaint  handling 
system  are  as  follows: 

— To  provide  timely  and  responsive  replies  to  all  consumer 
complaints  received  by  the  Department: 

— to  provide  decision  makers  in  HUD  with  accurate 
complaint  information  and  recommendations  about 
consumer  concerns  which  would  impact  upon  HUD  issues, 
policies,  and  procedures: 

— to  assist  in  translating  consumer  needs  into 
Departmental  policy:  and 

— to  assist  in  resolving  consumer  problems. 

Responsibilities 

The  Consumer  Complaints  Division  within  the  Office  of 
Consumer  Affairs  has  the  overall  responsibility  for 
overseeing  the  Department’s  complaint  handling  operation.  It 
coordinates  and  evaluates  complaint  handling  throughout 
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the  Department,  and  ensiues  that  all  steps  in  the  complaint 
handling  process  are  appropriately  carried  out.  Since  1977 
the  Division  has  functioned  under  the  provisions  of  HUD 
Handbook  5550.1  which  establishes  its  explicit  role  in  the 
monitoring  of  all  complaints  received  by  the  Department. 

Responsibility  for  implementation  of  this  system  in  the 
Headquarters  Offices  rests  with  the  Assistant  Secretaries 
and  the  Program  Administrators  who  appoint  Consumer 
Complaint  Coordinators  from  the  various  program  offices. 
With  guidance  from  the  Consumer  Complaints  Division, 
these  coordinators  are  responsible  for  management  of  the 
accountability,  reporting,  and  monitoring  procedures 
necessary  for  successful  operation  of  the  consumer 
complaint  handling  system.  Coordinators  review  the 
responses  to  complaints  for  timeliness  and  quality.  In 
addition  to  providing  guidance  to  employees  in  program 
offices  on  handling  complaints.  Consumer  Complaint 
Coordinators  bring  to  the  attention  of  their  Assistant 
Secretary  or  Primary  Organization  Head  (POH)  emerging 
trends  and  issues.  The  Consumer  Complaint  Coordinator  is 
responsible  for  preparing  the  narrative  complaint  activity 
report  and  forwarding  it  to  the  Assistant  Secretary  or  POH 
for  review  and  approval. 

Responsibility  for  implementation  of  the  consumer 
complaint  system  in  HUD’s  Regional  Offices  rests  with  the 
Regional  Administrators.  With  guidance  from  the  Consumer 
Complaints  Division,  Regional  Neighborhood  and  Consumer 
Affairs  Officers  are  responsible  for  management  of  the 
control,  reporting,  and  monitoring  procedures  of  the  system 
within  their  Region.  They  closely  monitor,  train,  and  provide 
technical  assistance  to  the  Neighborhood  and  Consumer 
Affairs  Representatives  in  their  respective  Area  Offices. 

They  are  responsible  for  assuring  that  all  recording, 
responding,  and  reporting  are  carried  out  with  proper 
research  and  timeliness.  They  also  complete  performance 
evaluation  surveys,  either  by  telephone  or  in  writing,  to 
evaluate  the  effectiveness  of  the  complaint  handling  system 
from  the  consumer’s  perspective.  The  Regional  NCA  Officers 
are  also  responsible  for  consolidating  the  Regional  and  Area 
Office  reports  for  the  Monthly  Complaint  Report  and  the 
Quarterly  Narrative  Report. 

Responsibility  for  implementation  of  the  complaint 
handling  system  in  HUD’s  Area  Offices  rests  with  the  Area 
Manager.  Neighborhood  and  Consumer  Affairs 
Representatives  in  the  Area  Offices  refer  consumer 
complaints  to  the  appropriate  program  official  for  response. 
They  maintain  a  close  working  relationship  with  the  program 
offices  to  assure  that  complaints  are  given  timely  and 
responsive  replies.  They  bring  to  the  attention  of  Office 
Directors  those  problems  and  complaints  requiring  their 
advice  and  involvement.  They  work  with  the  Regional 
Neighborhood  and  Consumer  Affairs  Representatives  to 
coordinate  and  submit  the  monthly  statistical  complaint 
report  and  quarterly  narrative  report.  They  are 
knowledgeable  about  HUD  programs  and  organizational 
structure.  They  also  complete  performance  evaluation 
surveys,  either  by  telephone  or  in  writing,  to  evaluate  the 
effectiveness  of  the  complaint  handling  system  from  the 
consumer’s  perspective. 

The  Consumer  Contact  is  responsible,  on  the  program 
office  level,  for  implementing  and  monitoring  the  consumer 
complaint  process.  The  Consumer  Contact  advises  the  Office 
Director  on  a  regular  basis  about  the  nature  of  the 
complaints  received  by  the  office  and  assesses  the  progress 
of  office  staff  members  in  responding  to  complaints. 

The  Consumer  Complaint  handler  is  the  HUD  employee  to 
whom  the  responsibility  for  responding  to  a  particular 
consumer  complaint  has  been  assigned. 


Processing  Complaints 

1.  Format  for  Logging  Complaints 

All  written,  telephone,  and  walk-in  complaints  received  in 
the  Department,  except  those  exempted  by  the  Assistant 
Secretary  for  NVACP,  are  logged.  All  complaints  which 
reflect  dissatisfaction  about  non-HUD  related  matters  are 
also  logged.  Each  consumer  complaint  received  in  the 
Department  is  screened  and  recorded  on  the  day  of  receipt 
by  the  Consumer  Contact  for  that  office.  Screening  consists 
of  a  careful  reading  to  determine  program  area  and  nature  of 
complaint.  Recording  consists  of  logging  complaints  onto  a 
correspondence  log  already  in  use  or  on  a  log  especially  set 
up  for  recording  of  consumer  complaints.  Information  on 
these  logs  must  include  name,  address,  date  of  receipt,  HUD 
program  category  of  complaint,  the  nature  of  the  complaint, 
and  the  date  when  all  remedies  within  HUD’s  jurisdiction 
have  been  exhausted  and  the  consumer  has  been  so  advised. 
Inquiries  and  requests  for  information  are  distinguished  from 
consumer  complaints  and  are  not  considered  or  logged  as 
complaints.  Complaints  which  reflect  dissatisfaction  with 
housing  matters  which  are  not  HUD-related  are  recorded  as 
complaints. 

2.  Response  Procedure 

The  Consumer  Complaint  Coordinator  or  Consumer 
Contact  classifies  complaint  correspondence  in  one  of  two 
ways:  1)  for  “action”,  or  2)  for  “information  only”.  “Action” 
items  require  a  written  response  to  be  made  to  the  consumer 
including  any  relevant  evidence,  documents,  or  agreements 
necessary  to  remedy  the  complaint.  “Information  Only” 
items  may  require  a  written  response  in  the  form  of  an 
acknowledgment  of  receipt.  The  responsibility  for 
responding  to  complaints  rests  with  the  Program  Office  with 
the  delegated  responsibility  for  the  subject  area  to  which  the 
complaint  refers. 

The  HUD  Department  goal  is  for  each  “action”  item  to  be 
resolved  within  30  calendar  days.  If  a  field  or  site  visit  is 
required  or  a  final  resolution  is  not  possible  within  30 
calendar  days,  an  interim  response  is  required.  In  addition,  if 
a  letter  is  referred  from  the  Central  Office  to  a  HUD  Field 
Office,  an  interim  letter  will  be  sent  to  the  consumer  advising 
him/her  of  this  referral.  Interim  letters  contain  the  name, 
address,  and  telephone  number  of  a  contact  in  the  field 
office.  Such  contact  individuals  are  at  the  level  of  Office 
Director,  Division  Director,  Branch  Chief,  or  equivalent. 

The  Consumer  Complaint  Handling  System  Handbook 
(HUD  Handbook  5550.1)  suggest  guidelines  for  effective 
handling  of  written  consumer  complaints.  Program  Directors 
may  modify  the  following  guidelines  to  meet  the  specific 
standards  established  for  the  complaint  handlers  in  their 
offices: 

a.  Complaints  should  be  responded  to  as  quickly  as 
possible.  If  a  complaint  cannot  be  resolved  within  30 
calendar  days,  an  interim  letter  should  be  sent.  After  the 
interim  letter  has  been  sent  to  the  complainant,  the 
complaint  handler  should  keep  the  consumer  advised  of  all 
Departmental  actions  involving  the  complaint. 

b.  HUD  personnel  should  be  sympathetic  to  the 
consumer’s  problem.  No  request  for  assistance  should  be 
belittled  and  all  complaints  should  receive  a  tactful,  relevant 
response.  Complaint  handlers  should  make  sure  that  the 
complainants  understand  the  Department’s  position.  Letters 
should  be  clear  and  concise  without  being  abrupt.  Letters 
should  use  everyday  language  rather  than  program  jargon. 
Technical  terminology  should  be  avoided  when  possible. 

c.  Complaint  handlers  should  never  lead  a  person  into 
thinking  that  the  Department  can  or  will  do  more  than  it  is 
able  to  do.  Letters  should  not  raise  false  expectations. 
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A  complaint  is  resolved  when  either  the  Department:  1) 
satisfies  the  complainant’s  grievance;  2]  researches  the  case 
and  clearly  informs  the  complainant  as  to  why  the  grievance 
cannot  be  satisfied;  or  3]  refers  the  complainant  to  another 
agency  if  the  complaint  is  not  HUD  related. 

If  the  complaint  involves  a  matter  which  is  not  within 
HUD’s  jurisdiction,  an  attempt  is  made  to  immediately  refer 
the  complainant  to  an  agency  which  can  be  of  assistance. 
However,  in  some  cases,  an  immediate  referral  is  not 
possible  as  the  respondent  may  wish  to  contact  various 
agencies  to  see  who  can  help  the  consumer  before  making  a 
referral.  In  such  cases  when  an  immediate  referral  is  not 
possible,  a  return  telephone  call  to  the  consumer  is  made. 

The  Departmental  goal  is  to  respond  to  all  telephone-walk- 
in  complaints  as  quickly  as  possible.  Complaint  handlers 
obtain  as  much  information  as  possible  from  the 
complainant  in  order  to  determine  exactly  what  the 
consumer  desires  from  the  Department  and  reviews  with  the 
consumer  the  relevant  details  to  ensiue  their  correctness.  If 
the  appropriate  staff  person  is  not  available  to  talk  with  the 
complainant,  another  staff  member  contacts  the  complainant 
within  24  hours.  In  all  cases,  the  complaint  call  is  returned 
within  24  hours  or,  where  a  weekend  or  holiday  intervenes, 
no  later  than  the  end  of  the  next  business  day. 

3.  Review  Mechanism 

The  Consumer  Complaints  Division  acts  as  the  final 
arbitrator  in  cases  where  consumers  are  dissatisfied  with 
HUD’s  resolution  of  their  original  complaints.  The  types  of 
complaints  which  may  be  handled  under  the  appeal  or 
review  process  are  as  follows: 

a.  Those  complaints  where  HUD  employees  have 
misinterpreted  relevant  law,  regulation,  or  policy  (as 
determined  by  the  Consumer  Complaints  Division  after 
consultation  with  the  Office  of  General  Counsel,  as 
appropriate). 

b.  Those  complaints  where  the  facts  involved  have  been 
misinterpreted. 

c.  Those  complaints  where  the  Department’s  position  has 
not  been  adequately  explained. 

When  a  request  for  review  of  a  previous  decision  is 
received  the  Consumer  Complaints  Division  may  respond  in 
one  of  four  ways: 

a.  Request  clarification  or  reconsideration  from  the  office 
which  handled  the  original  complaint. 

b.  Request  a  review  from  a  higher  level  program  official 
then  the  official  handling  the  original  complaint. 

c.  Request  the  Secretary/Under  Secretary  to  review  the 
matter  if  all  other  avenues  with  the  Department  have  been 
exhausted. 

d.  Take  no  other  action  and  inform  the  complainant  of  that 
decision  if: 

1.  A  remedy  already  exists;  or 

2.  The  problem  has  been  solved;  or 

3.  The  complaint  in  the  Division’s  judgment  is  trivial, 
frivolous,  vexations  (instituted  without  real  grounds  in  order 
to  cause  annoyance),  or  is  not  made  in  good  faith. 

4.  Tracking  Complaints 

NVACP  is  currently  implementing  an  automated  Consumer 
Complaint  Handling  System  (CCHS)  to  monitor  and  track  all 
consumer  complaints  received  by  the  Department. 
Implementation  of  the  automated  CCHS  will  greatly  increase 
the  efficiency  and  accuracy  of  the  complaint  handling 
procedures  in  the  Department. 


Evaluation  of  the  Complaint  Handling  System 

1.  Reporting  Complaint  Activity 

Two  reports  are  submitted  to  the  Division  of  Consumer 
Complaints  on  consumer  complaint  activity.  Input  from  these 
reports  is  used  to  prepare  a  consolidated  feedback  report  of 
complaint  activities  to  the  Secretary,  Under  Secretary, 
Assistant  Secretaries,  and  other  HUD  officials.  Key 
consumer  complaint  issues  are  also  identibed  from  these 
reports  which  are  included  as  a  part  of  the  Department’s 
monthly  Executive  Management  Report.  Other  special 
reports  are  prepared  based  on  information  contained  in 
these  reports  for  use  by  the  Secretary,  Congress,  other 
agencies,  and  HUD  managers. 

By  the  15th  of  every  month  each  Headquarters  and  Field 
office  is  responsible  for  submitting  a  statistical  report  on 
complaint  activity  for  the  previous  month.  These  figures  are 
categorized  by  HUD  program  area.  The  Consumer 
Complaints  Division  then  combines  the  individual  reports 
into  one  monthly  consumer  complaint  report. 

On  a  quarterly  basis,  each  office  is  responsible  for 
submitting  a  narrative  analysis  of  the  complaint  activity 
during  the  previous  three  month  period.  The  quarterly 
narrative  reports  are  thoroughly  analyzed  and  a 
consolidated  feedback  report  is  developed  which  is  sent  to 
key  HUD  officials  as  well  as  all  field  offices. 

2.  Monitoring 

The  overall  responsibility  for  monitoring  and  evaluating 
the  operation  of  the  complaint  handling  system  rests  with  the 
Consumer  Complaints  Division.  The  Division  evaluates  how 
the  system  is  functioning  on  the  basis  of  the  recording  of 
complaints,  timeliness  and  quality  of  responses,  and 
reporting  of  complaints  in  all  HUD  Headquarters  and  Field 
Offices.  The  evaluations  involve  visits  to  the  program  and 
field  offices,  audits  of  complaint  records,  and  reviews  of 
responses  to  complaints.  Evaluations  of  Headquarters  offices 
are  conducted  by  the  staff  of  the  Consumer  Complaints 
Division.  Evaluations  of  Regional  and  Area  Offices  are 
conducted  by  the  consumer  affairs  staff  in  the  Field  Offices, 
who  report  their  Bndings  to  the  Consumer  Complaints 
Division. 

The  Neighborhood  and  Consumer  Affairs  Officers  and 
Representatives  evaluate  the  consumer  complaint  handling 
system  in  their  Regional  and  Area  Offices  on  a  quarterly 
basis.  They  will  audit  and  review  the  following  functions: 

a.  Recordkeeping.  NCA  Officers  and  Representatives 
review  procedures  and  audit  complaint  logs  and 
correspondence  files  to  insure  that  all  complaints  are 
recorded  as  described  in  HUD  Handbook  5550.1. 

b.  Responding.  NCA  Officers  and  Representatives  review 
all  complaint  correspondence  to  insure  that  it  is  handled  in  a 
timely  and  responsive  manner  as  outlined  in  the  Handbook. 
They  may  use  telephone  or  written  samplings  of 
complainants  tadetermine  consumer  satisfaction  and  HUD’s 
responsiveness.  They  monitor  replies  to  insure  that  they  are 
empathetic,  concise  and  courteous,  that  the  complaint  issue 
is  addressed,  and  that  referrals  are  expeditiously  routed  to 
other  agencies. 

c.  Reporting.  NCA  Officers  and  Representatives  review 
Monthly  Complaint  Reports  and  Quarterly  Narrative 
Complaint  Reports  to  insure  that  all  complaints  are  reported 
as  required  by  the  provisions  of  the  Handbook. 

The  Consumer  Complaints  Division  staff  and 
Neighborhood  and  Consumer  Affairs  Officers  and 
Representatives  use  a  Consumer  Complaint  Checklist  for 
monitoring  the  recording,  response,  and  reporting  activities 
in  the  consumer  complaint  handling  system. 
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Public  Awareness  of  the  Consumer  Complaint  Handling 
System 

Realizing  that  many  consumers  are:  1)  unaware  of  the 
Departmental  Consumer  Complaint  System;  2)  unaware  of 
the  proper  way  to  file  a  complaint  to  get  timely  and  quality 
action;  and  3)  unaware  of  what  the  Department  is  capable  of 
doing  for  consumers,  the  Division  of  Consumer  Complaints 
has  instituted  an  intensive  public  awareness  program. 

— A  ‘‘How  to  Complain  Guide”  is  being  prepared  by  the 
Division  for  expedited  publication,  which  outlines  how  and 
where  to  send  complaints  relating  to  a  wide  variety  of 
housing  matters. 

— On  a  regular  basis,  the  Division  puts  out  press  releases 
on  the  current,  most  common  complaints  to  increase 
awareness  about  problems  and  solutions. 

— The  Division  prepares  informational  materials  or 
suggests  revisions  to  other  HUD  publications  based  upon 
conclusions  derived  from  the  Quarterly  Narrative  Reports. 

The  priority  objectives  are  formulated  from  the  proposals 
submitted  by  the  Primary  Organization  heads  to  the  Under 
Secretary.  The  Assistant  Secretaries  for  NVACP  and  CPD 
are  required  to  propose  priority  objectives  which  relate  to 
the  consumer  affairs  functions  of  their  staffs.  This  process 
ensures  coordination  of  program  activities  and 
accountability  of  staff  for  performance  of  their  designated 
responsibilities,  as  outlined  in  this  program. 

The  inclusion  of  consumer  affairs  objectives  in  the 
Operating  Plan  guarantees  the  allocation  of  resources  to 
ensure  the  accomplishment  of  the  organizational  workload. 

It  establishes  the  baseline  for  monitoring  progress  toward 
meeting  the  identified  goals  and  objectives  by  comparing 
actual  accomplishments  with  goals  and  projected  workload, 
and  comparing  staff  utilization  with  staff  allocations.  It 
serves  as  a  basis  for  program  control,  productivity  ■ 
measurement  and  management,  and  future  planning. 

Each  month  the  Secretary  and/or  Under  Secretary  conduct 
the  Executive  Management  Review  during  which  actual 
accomplishments  are  measured  against  Departmental  goals 
and  objectives.  The  timely  resolution  of  consumer 
complaints  is  among  the  items  reviewed  each  month.  This 
process  allows  the  Secretary  and  Under  Secretary  to  be  fully 
informed  about  the  Department’s  responsiveness  to 
consumers  and  about  particular  issues  that  are  of  concern  in 
the  area  of  consumer  protection.  In  this  way  the  top  officials 
of  the  Department  stay  directly  and  personally  involved  in 
meeting  the  purposes  of  Executive  Order  12160. 

VI.  OVERSIGHT  AND  IMPLEMENTATION 

The  Assistant  Secretary  for  Neighborhoods,  Voluntary 
Associations  and  Consumer  Protection  continues  to  have 
authority  to  exercise  policy  direction  for,  and  coordination 
and  oversight  of,  HDD’s  consumer  activities  under  the  terms 
of  this  program.  The  Directors  of  the  Office  of  Consumer 
Affairs  and  the  Office  of  Policy  and  Program  Development 
directly  assist  and  support  the  Assistant  Secretary  in 
meeting  his  or  her  responsibilities  under  this  program. 

The  Assistant  Secretary  for  Community  Planning  and 
Development  continues  to  advise  the  Secretary  with  respect 
to  and  directs  the  administration  and  consolidation  of 
Community  Development  programs  in  accordance  with  Title 
I  of  the  Housing  and  Community  Development  Act  of  1974, 
P.L.  93-383,  as  amended  including  Urban  Development 
Action  Grants  and  the  Secretary’s  fund.  With  the  support  of 
the  Citizen  Participation  Advisor,  the  Assistant  Secretary 
will  be  responsible  for  ensuring  compliance  by  CPD  grant 
recipients  with  the  Congressional  ly  mandated  citizen 
participation  requirements  of  these  programs. 


In  these  efforts,  HUD  officials  are  supported  by  the 
Department’s  managemernt  systems,  which  provide  for 
promulgation  of  policy  objectives,  for  allocation  of  resources 
to  meet  projected  workloads,  and  for  monitoring  of 
performance  against  objectives.  The  management  systems 
are  vehicles  for  implementation  of  Secretarial  and  Assistant 
Secretarial  policies  and  are  thus  able  to  reflect  the 
Secretary’s  commitment  to  maintaining  a  high  standard  for 
the  protection  of  consumer  interests. 

In  this  context,  the  most  significant  components  of  the 
management  systems  are  the  Operating  Planning  System  and 
the  Executive  Management  Reporting  System?  The  Operating 
Plan  defines  and  publishes  the  Departmental  goals  and 
objectives  as  defined  by  the  Secretary.  'The  Plan  also 
identifies  projected  workloads  in  all  areas  and  allocates 
resources  to  achieve  them.  The  process  through  which  the 
Plan  is  formulated  ensures  coordination  of  program  activities 
and  accountability  of  staff  for  performance  of  their 
designated  responsibilities.  The  consumer  affairs  functions 
outlined  in  this  program  are  included  in  the  Operating  Plan, 
consistent  with  HUD  policy. 

Each  month  the  Secretary  and/or  Under  Secretary  conduct 
the  Executive  Management  Review  during  which  actual 
accomplishments  are  measured  against  Departmental  goals 
and  objectives.  The  timely  resolution  of  consumer 
complaints  is  among  the  items  reviewed  each  month.  This 
process  allows  the  Secretary  and  Under  Secretary  to  be  fully 
informed  about  the  Department’s  responsiveness  to 
consumers  and  about  particular  issues  that  are  of  concern  in 
the  area  of  consumer  protection.  In  this  way  the  top  officials 
of  the  Department  stay  directly  and  personally  involved  in 
meeting  the  purposes  of  Executive  Order  12160.  • 

Moon  Landrieu, 

Secretary  of  Housing  and  Urban  Development,  Washington,  D.C. 

APPENDIX  A— CONTACT  LIST 

a.  Top-level  Designee 

Geno  C.  Barohi,  Assistant  Secretary  for  Neighborhoods,  Voluntary 
Associations,  and  Consumer  Protection,  U.S.  Department  of 
Housing  and  Urban  Development,  Room  4100,  451  Seventh 
Street,  S.W„  Washington,  D.C.  20410  (202)  755-0950 

b.  Agency-level  Consumer  Affairs  Offices 

Office  of  Consumer  Affairs,  NVACP,  HUD,  Room  4150,  451 
Seventh  Street,  S.W.,  Washington,  D.C.  20410,  (202)  755-1887 

c.  OfHcefs)  for  Information  About  Agency  Informational  Materials 

Publications  Service  Center,  HUD,  Room  B-258,  451  Seventh 
Street,  S.W.,  Washington,  D.C.  20410  (202)  755-7353 
HUD  USER,  P.O.  Box  280,  Germantown,  Maryland  20767  (301)  428- 
3105 

Neighborhood  Information  Sharing  Exchange,  1725  K  Street,  N.W., 
Washington,  D.C.  20006,  (800)  424-2852  (toll  free),  (202)  293-2813 
(in  D.C.) 

Office  of  Policy  Development  and  Research,  Solar  Heating  and 
Cooling  Research  Staff,  HUD,  Room  8162,  451  Seventh  Street, 
S.W.,  Washington,  D.C.  20410,  (202)  755-6900 
Office  of  International  Affairs,  HUD,  Room  2118,  451  Seventh 
Street,  S.W.,  Washington,  D.C.  20410,  (202)  755-5770 

d.  Office  of  Information  about  Complaint  Handling 

Consumer  Complaints  Division,  Office  of  Consumer  Affairs,  HUD, 
Room  4206,  451  Seventh  Street,  S.W.,  Washington,  D.C.  20410, 
(202)  755-5433 

e.  Office  for  Information  about  Consumer  Technical  Assistance 
Office  of  Consumer  Affairs,  HUD,  Room  4150,  451  Seventh  Street. 

S.W.,  Washington,  D.C.  20410,  (202)  755-1887 
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f.  Office  of  Information  about  Consumer  Participation  in  the  Agency 
Decision  Process 

Office  of  Policy  and  Program  Development,  HUD,  451  Seventh 
Street,  S.W.,  Washington,  D.C.  20410,  (202)  755-8740 
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The  Federal 
Register: 
What  It  Is 
and 

How  To  Use  It 


A  Guide  for  the  User  of  the  Federal  Register- 
Code  of  Federal  Regulations  System 

This  handbook  is  used  for  the  educational 
workshops  conducted  by  the  Office  of  the 
Federal  Register.  For  those  persons  unable  to 
attend  a  workshop,  this  handbook  will  provide 
guidelines  for  using  the  Federal  Register  and 
related  publications,  as  well  as  an  explanation 
of  how  to  solve  a  sample  research  problem, 
and  a  discussion  of  how  the  consumer  can  be  a 
participant  in  the  regulatory  process. 
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